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Agenda

e Amazon Connect Overview

e Contact Lens

« Amazon Q in Connect

» Agent Workspace Demonstration



Contact Centers Expectations in 2025

* 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.

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved



Amazon Connect differentiators

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

Globally redundant telephony +30 providers, +85 inbound, and +230 outbound countries
Instant access to +200 fully featured AWS services

adWs
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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% © 2025, 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

CUSTOMER

OMNICHANNEL CUSTOMER EXPERIENCE AGENT EMPOWERMENT AND PRODUCTIVITY

A — ,/6,
& = = S @

High quality Outbound Web/mobile chat Agent Knowledge and Unified
voice campaigns and messaging workspace agent assist customer view

Er-hﬁnm lgl@ gﬁgg

A4 [: [t

Voice biometric-based Task L&
real-time authentication management

Case Step-by-step
management guides

B=
AMAZON ADMINISTRATOR

ANALYTICS, INSIGHTS, AND OPTIMIZATIO CONNECT CONFIGURATION AND FLEXIBILITY

g3 DEE] b A S

Real-time and Real-time Forecasting, Simple, self-service Secure, reliable, Modern API and
historical metrics conversational capacity planning, Ul; make changes in and scalable SDKs for those who
and contact quality analytics and scheduling minutes, not months want to build

ONE APPLICATION. ONE SEAMLESS EXPERIENCE.

© 2025, Amazon Web Services, Inc. or its affiliates. All righ




Agent experience

AMAZON CONNECT AGENT WORKSPACE

& Available v

M Nikki Wolf © 00:03 i M Cases

——
M Upsell - Travel Rewards C.. X |
+ Amazon Q © 00:00
I am Amazon Q, your Al assistant!
Nikki may need assistance with As | listen to the conversation | will provide
suggestions.

Case: XYZ1234567

Ia New case - transaction declined

Declined charge of $550 at Example Corp on 11/28/23

Next payment due on 12/22/23
Make payment
3 open accounts

ol Fraud activity - transaction declined
© 0003 @ 00:03 Connected chat
Virtual Assistant

Summary

Silver card was declined for a charge of $550 at Example Corp Travel on 11/28/23. The customer has been contacted to review this activity.

Please confirm your one-time password
now
Reference ID Customer name Contact email
5 ikki W s ikki_w
Nikki Wolf XYZ1234567 Nikki Wolf nikki_wolf@example.com

1234 1 Creation date Last updated Contact phone
November 28, 2023 November 28, 2023 1212-555-5400
Virtual Assistant
Assigned queue Info Assigned user Info Account number
Transaction Support John Stiles 233455

Thank you for confirming. I've
processed your credit limit increase, and

your new credit limit is $15,000. Card currently locked Date of transaction Tenure of membership

Yes November 28, 2023 10 years 3 months
Virtual Assistant
Transaction amount Vendor of transaction Case status
$550 Example Corp Travel Open

We notice you've been spending more
on travel expenses. Our travel rewards
card may be a better fit for your needs.

Nikki Wolf Closecase | [ Addtask | [ Editcase || Goto case detais

Talk toanagent  1250PM

Nikki has joined the chat
Security Offers

Unlock Card Apply for a new credit card

Initiate the card unlock process Nikki is currently eligible for the Platinum Travel Card.

®E
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Supervisor experience

CONVERSATIONAL ANALYTICS, AGENT EVALUATIONS, FORECASTING, AND SCHEDULING

Amazon Connect [ Agent Application ¥, Contact Control Panel ® - o Supervisor [~
Queue performance dashboard

Queue performance dashboard Last Update: Nov 28, 2023, 3:40:44PM | Il | | C' | | 3= Hide filter Actions m

Time range: Today

i Performance overview

lewing contact data for the last 15 minute:

) seconds

100,000 73%

00:08:41 00.07:4

75 188 +10 +00:01:28 4 00:00:11
Contacts handled and average handle time trend

Count

00:00:00
00:00:00
00:00:00

00:00:00

0 IIIIII || I|IIIIlll'llIIII.IIIIIIII.IIII--Ill---l-ll 00:00:00
8:15 10:15 15 5 5 6:15 L 2:15 6

10:15 12:15 4:15

15 8:15
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Administrator experience

WORKFLOW BUILDER, OMNICHANNEL & SKILLS-BASED ROUTING, RULES ENGINE, AND MORE

Demo Flow »

Blocks

Q  Search by name

INTERACT

2 Get customer input
Branches based on customer intent.

o) Play prompt
Delivers an audio or chat message.

€% Store customer input
Stores numerical input to contact
attribute

SET

CHECK

ANALYZE

LOGIC

INTEGRATE

TERMINATE

A Show additional flow information

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.

L

I \ o) Play prompt
\L/ 2 Get customer input
4 Text: 0123456789012345.

[ ee)E]E] ] o

Entry
X

Prompt: (None selected)
Success

Timeout

<> Disconnect

r_> Termination event

Error
Default

I

Error

Contact flow (inbound)




Common contact center operational challenges

9 i

Inability to discover Poor visibility into Limited insights to
emerging issues in real-time customer conversations detect common trends
L) 8 S
Hard to evaluate Challenging to train and Difficult to accurately predict
performance at scale retain talent long-term resource needs
aWS © 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Amazon Connect Contact Lens: conversational analytics and quality
management powered by Al

Conversational analytics for voice & chat

Gen Al-powered
g post-contact

summaries

Theme
ng’ detection

Contact
L§} transcription

Sensitive
data redaction

aWS © 2025, Amazon Web S
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Performance evaluation

| Evaluation Automated evaluations
—43 forms (Gen-Al or rule based)
- . . n Al-assi
Gen Al-powered Calibrations 8 Ge :‘:lSSISted
contact X evaluation
categorization
R l t. 000
cal-time Screen recording
supervisor alert
Contact
categorization @ Real-time & ) Contact search
historical analytics & rules
Sentiment Call .
analysis ® Q0 Supervisor

recording barge



Use Case - conversat

Generative Al-powered
post-contact summaries

Conversational analytics
metrics

Screen recording

Transcripts, categories,
highlights

w:

at

Amazon Connect

Contact details

@ Com

Last updated: May 20, 2023 | 56udde-y452-7789-148b-cd200651065d ]

Overview

K. Voice Duration: 12 min 24 s (9:20 - 9:34 AM EST, Nov 20,2022)

Original contact

Queue Agent Initiation method Disconnect reason
BasicQueue janer (Roe, Jane) Inbound Customer disconnect
Summary

[ Agent Application

Previous contact | Next contact

Customer phone number
+2025487729

The customer wanted to book two suites at a hotel in Fresno, California for two nights from May 26th to May 28th. However,
the agent did not have any suites available on those dates. The agent offered two king bedrooms instead at $199 per night
plus taxes and fees. But the customer thought the price was too high and decided to search for a better deal on their own.

Conversational analytics

Customer sentiment trend Customer sentiment

+5

5 .

00:02:13

B Positive 0° Neutral 66.7%
Overall customer sentiment 1.7 Customer talk time 00:00:20
Overall agent sentiment 0 Agent talk time 00:00:18

onal analytics tor voice & chat

%, Contact Control Panel @ - o

LoginName [

Evaluations
Average for trailing four weeks (Feb 11, 2023 to Mar 4, 2023)

I ©0°o

Compliance

I, 100%

Sales effectiveness

Show 3 more 0 25 50 75 100

@ This contact This agent avg. All contacts avg.

Talk time

o Customer talk time 17.8%

Conversation duration @ 00:02:13
Longest non-talk time 00:00:21
Total non-talk time 00:01:17

agent

Transcript

Categories

greeting

Customer 00:01 lssue  greeting

Hi. My name is [PH]. | called in about five days ago, and | spoke with [PII] in regards to my claim. | haven't heard. Back six.

Show transcript summary (D

Auto scrott @D

Evaluations

5 > Service Assurance

Performance
evaluations

bfsfd7d fi o

[la}
_ Draft
Form name Service Assurance

Form version 11

58bbf113-a01e-49f1-9b1a-46c051660261

Contact ID o

Last updated

sayelias
by ”

Last updated  June 1, 2023 at 9:19 AM

Created on June 1, 2023 at 9:19 AM

Timezone Australia/Sydney

¥ 1. 1. Call Introduction

1.1 Did the agent greet the customer?
Source: Contact Lens

O Yes

No

@ Add note

Add section note

¥ 2. 2. Contact resolution

2.1 Did the agent address the customer
questions?
Source: Contact Lens
O Yes
No

Not Applicable

@ Add note

2.2 Did the agent transfer the call for further
handling?

Yes
No
Not Applicable

Add note




Use Case — Real-time supervisor alert
P

s - Notify supervisors on real-time dashboard if detect
Use Rules to automatically take actions based on updates to a contact or events in external keywords/phraseS. EX. “talk to your manager"

applications. Learn More
aginname_b \Voice p 0

N contact 00:02:32

Conversational

el s D s analytics OGNNIME_C All channels On contact v 00:28:13
Q
Evaluation
forms
Real-time
Rule name v Status v Trigger v yrey  metrics
cancelService ees  Published Contact Lens post-call Ass Third-party When
integration
Greeting ees  Published Contact Lens post-call Assigin Lunitact cateyor There is an update in queue metrics N4 Moice -4
Product eee  Published Contact Lens post-call Assign Contact Categor: N Ot I fy S u p e rVI SO rs W h e n m 0 re t h e n 5

If all ¥ of these conditions ar

Problem ees  Published Contact Lens post-call Assign Contact Categor: CO nta Cts i n t h e q u e u e

Metrics
Set a condition based on metrics O

Define rules for real-time conversational
analytics or metrics, notify supervisors via
tasks, email, or events to 3 party systems

All ¥ of the following metrics in  real-time ¥ with the filter queues v

match any of the following  Select queues v

Customer service X

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.



Use Case — Improve agent productivity

m. PYT Y i bl bl ik

' mm WAk W Reduce the need for agents after call

S @ e -..o Work with highlights on interactions
_ Issues: mentioned N o o
P subscription 2 times s Reduce the need for customers to
) repeat themselves during call
Customer 01:03 Issue Subscriptionplan 1/2 v A OUtcome Of tra nsfe rs

o . , » the conversation
I.. uh.. I'm thinking of upgrading.to your online subscription plan. | want to know mo

v
A
OQutcome  Agent 02:22

Thank you. Based on your current plan | would recommend the online essentials plan that we have, That would be the best for you.
v
x

Action item at 11:03

®©

Ok. Please keep an eye out for an email with a price quote. | will send it to you shortly.
v Agent action items

aWS 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Use Case — Performance Evaluation

Contact details

Contact summary

Contact ID 57681728-4b03-4778- Initiation method
beéf-dele242e1esb 10 Disconnect reason

Duration 00:02:27 Next contact ID

Channel Voice

Queue BasicQueue

Agent Caoile Francis

Show more

Conversational analytics

Customer sentiment trend

+5

M Customer B Negative 33.3%
-5
Overall customer sentiment -1.7 Customer talk time
Overall agent sentiment 0 Agent talk time
Recording
Customer
Wl 0 ||
WA A
Agent

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.

Customer sentiment

M Positive 0%

Aggregated results in contact

details

EV 4
Avelaye ror trailing four weeks (Feb 11, 2023 to Mar 4, 2023)

Outbound
Agent disconnect Compliance M o0
8d657afc-287f-46cd-
b44f-1ef130dc7318 . I 100%
Sales effectiveness
Show 3 more 0 25 50 75 100
@ This contact This agent avg. All contacts avg.
~ 1l
Talk time

Neutral 66.7% M Agent talk time 16.1% Customer talk time 17.8%

Non-talk time 66.1%

00:00:20 Agent interaction duration 00:02:13
00:00:18 Longest non-talk time 00:00:21
Total non-talk time 00:01:17

Evaluation form alongside
contact details

75%

Evaluation score

Evaluation ID 827adbb1-c345-4fba-a447-6574f0daad7a (O

Status Submitted

Form name Basic Agent Performance

Form version 1

Contact ID d334f354-4292-4425-bb3f-110fe467ed74 0

Assigned to bug_bash

Last updated November 11, 2022 at 10:02 AM
Created on November 11, 2022 at 10:02 AM

Timezone America/Los_Angeles

Auto-filled questions

v 1. Politeness

1.1 Did the agent greet the customer?

Yes

1.2 Was the agent polite?
No

v 2. Effectivenes 50%

2.1 Did the agent resolve the customer problem?

Yes

2 2 \WWhatwac tho cuctamor nrahlom?



Amazon Q in Connect




Challenges in solving customer concerns

000

Identify
customer concern

Ask qualifying questions

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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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



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

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.

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



Generative Al-powered agent assist delivers
suggested responses and actions

@ Available + *

JB  Nikki Wolf

@© 00:03
@ 00:03

Nikki Wolf
© 0003 @ 00:03 Connected chat

We notice you've been spending more ~ 12:50PM
on travel expenses. Our travel rewards
card may be a better fit for your needs.

Nikki Wolf

Talk to an agent ~ 12:50PM

Nikki has joined the chat

Nikki Wolf

Hi, | wanted to find out more about 12:50PM
the travel rewards credit card.

John
12:50PM ' be happy to help with that. Our

travel rewards card offers 3 points
per dollar on all travel expenses. It
offers reimbursement of trusted
traveler programs, and carries a $100
annual fee.

BI=Z=w® o

Type a message and press enter to send >

@ English

A | O customer profiles i Cases

Nikki may need assistance with...

E)

Case: XYZ1234567
New case - transaction declined
Declined charge of $550 at Example Corp on 11/28/23

Security
Unlock Card
Initiate the card unlock process

Communications
Start SMS session
Interact with Nikki via SMS

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.

8 Upsell - Travel Rewards C.. X

Next payment due on 12/22/23
Make payment
3 open accounts

Offers,
Apply for a new credit card

Nikki is currently eligible for the Platinum Travel Card.

Service
Add travel notice
Place a system note that includes travel details

~
&, Nikki said: ®00:54
“Hi, | wanted to find out more about the travel
rewards credit card.”
o

I'd be happy to help with that. Our travel rewards
card offers 3 points per dollar on all travel
expenses. It offers reimbursement of trusted
traveler programs, and carries a $100 annual fee.”

L D 0

Follow these steps to compare an existing card to
a travel rewards card:

. Explain the benefits of the travel rewards card.

Highlight the increased benefits included in

the $100 annual fee compared to the current

$75 annual fee.

Remind Nikki that they are already pre-

approved for the travel card.

. Ask Nikki if there are any questions.

. Confirm if Nikki would like to upgrade to the
travel card.

\Learn more: W

[ d

o

[LEFS

@ N
& Travel Rewards Card
= Eligibility for Travel Cards
[ Travel Rewards FAQ

\ v
+ Amazon Q © 00:00

I'am Amazon Q, your Al assistant!
As | listen to the conversation | will provide
suggestions.

Detected issue

Generated response

Generated solution

Articles and documents
used to generate the
response & solution



Demo
Agent Workspace

Amazon Connect aWS
)



How Amazon Q in Connect works

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

Intent Detection ML
Model

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.

This document from the

customer’s knowledge
repository is relevant:

‘Cancellation Policy.docx’

Semantic
Matching ML
Model

Amazon Q in Connect:

“Provide a response as
an agent using
information from
‘cancellation
policy.docx™

Prompt
Engineering

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

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

Amazon Bedrock
LLM



Leverage your existing content

Add integration ..

Choose a data source for this integration and establish a connection to import your content to Amazon Q.

« No-code connectors can integrate
content from Salesforce,
ServiceNow, Zendesk, Microsoft

’ SharePoint Online, & Amazon S3

v Integration setup

Choose integration method

© Create a new integration ] ‘ (O Use an existing integration

Create a new integration and select object fields Reuse an existing integration with object fields

Source * Create, Read, Edit, Delete APIs to

[ +) import and manage content from
Q

[Salesfo,ce ) other knowledge sources
ServiceNow

+ Support for HTML, Word, PDF & TXT
Microsoft SharePoint Online fo rm atS

S3

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.



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.

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.



Next steps

HOW TO GET STARTED WITH AMAZON CONNECT

Amazon Conne



go.aws/cci

AWS contact center resources

professional partner aA\WS training and
ov aAWS services aws network certification

Immersion days/ Architecture Professional Partner Training &
workshops reviews/guidance services engagement certification

Get started with Amazon Connect today:
aws.amazon. 2




Please complete the survey

aWS for this session
\/‘7

Thank youl!

Jawad Irshad

Solutions Architect
Amazon Web Services
awsjawad@amazon.com

Track:
Brett Berman o . .
Artificial Intelligence (Al) & Machine
Solutions Architect Manager Learning (ML)
Amazon Web Services
bermanbr@amazon.com Session:

Increase productivity and satisfaction
with an intelligent contact center

© 2025, Amazon Web Services, Inc. or its affiliates. All rights reserved.

Up next in this room

1:30pm - 3:00pm

300

level

Workshop: Building
agentic workflows
on AWS

Unlock organizational
knowledge, automate
inquiries, and improve
response times while
maintaining compliance
using Amazon Q Business
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