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Amazon Connect
E A S Y - T O - U S E  C L O U D  C O N T A C T  C E N T E R
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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 

at the heart of every interaction

Complete control with 

the simple, self-service UI 
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Amazon Connect’s agent experience enhancements
C A P A B I L I T I E S  T O  I M P R O V E  A G E N T  P R O D U C T I V I T Y  B Y  C O N N E C T I N G  Y O U R  D A T A  W I T H  Y O U R  
A U T O M A T E D  A N D  A G E N T  I N T E R F A C E S

Real-time 

recommendations

Customer profiles

Case managementVoice authentication

Task management

Omnichannel 

communication panel

Amazon Connect

Agent Experience Solution
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Agent focus – automated agent experience
G U I D I N G  A G E N T S  T O  S U C C E S S F U L  O U T C O M E S
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Agent

Tedious caller authentication

Lack of real-time customer insights

Disconnected, disparate systems and tools

Inability to manage follow-up actions

https://acme.my.connect.aws/agent-app

https://acme.my.connect.aws/agent-app
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Supervisor focus - ensure agents are supported
E M P O W E R I N G  S U P E R V I S O R S  T O  O P T I M I Z E  T H E  E X P E R I E N C E  F O R  A G E N T S  A N D C U S T O M E R S
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Supervisor
Agent staffing

Agent certification rate

Agent absentee/attrition rate

Real-Time Alerts

Action via flows
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And from a business perspective
A G E N T  P R O D U C T I V I T Y  H A S  D O W N S T R E A M  I M P A C T S  O N  E N D  C U S T O M E R S ,  A D M I N I S T R A T O R S ,  
A N D  C X  E X E C U T I V E S
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Agent

First Call Resolution 
(FCR)

CX executive

Capital (fixed) costs

Variable Cost Per Contact (CPC)

Repeat issues

End customer

Customer Satisfaction (CSAT)

Customer Effort (CES)

Net Promoter Score (NPS)

Containment rate
Average Handle Time 

(AHT)

Administrator

Agent staffing

Agent certification rate

Agent absentee/attrition rate
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Most contact centers don’t have the right tools
T H E  R E S U L T  I S  O F T E N  W A S T E D  T I M E ,  W A S T E D  E F F O R T ,  A N D  D E C R E A S E D  S A T I S F A C T I O N
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AgentEnd customer

Unable to engage on channels of choice

Ineffective self-service options

Inconsistent, impersonal interactions

Unnecessary complexity

Tedious caller authentication

Lack of real-time customer insights

Disconnected, disparate systems and tools

Inability to manage follow-up actions
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3rd party

Company

Customer

Agent productivity relies on easy, intuitive access to data
C O M P A N I E S  A R E  C H A L L E N G E D  T O  G I V E  A U T O M A T E D  S Y S T E M S  A N D  A G E N T S  A C C E S S  T O  R E L E V A N T  D A T A

Contact

How do I JOIN data?

How do I STORE data?

How do I provide ACCESS?

How do I reduce LATENCY?

Customer

Company

3rd party

Contact
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The performance impact of agent experience strategy
F O C U S  A G E N T S  T I M E  O N  H I G H E R - V A L U E  W O R K  A N D  A S S I S T  T H E M  I N  R E S O L V I N G  C U S T O M E R  I S S U E S

Automate non-differentiating work

Guide agents to resolution

Offer agents real-time context 

Bring data from prior contacts and current contact 

and display to the agent in a simple, intuitive manner

Agents are overwhelmed by tools; reduce the time 

it takes to learn and use through smart assistance

Build and tune automated systems (IVR, chatbot) 

to handle simple, common, and/or low-value tasks

First Contact Resolution 
(FCR)

Average Handle Time 
(AHT)

Containment rate

First Contact Resolution 
(FCR)

Average Handle Time 
(AHT)

9



© 2022, Amazon Web Services, Inc. or its affiliates.

Unified and dynamic agent application 
S I N G L E  P A N E  O F  G L A S S  F O R  A L L  A M A Z O N  C O N N E C T  A G E N T  E X P E R I E N C E  C A P A B I L I T I E S
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https://acme.my.connect.aws/agent-app

https://acme.my.connect.aws/agent-app
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What is the best experience for your agents?
U N D E R L Y I N G  S E R V I C E S  S T O R E  D A T A  I N  T H E  S A M E  I N S T A N C E  A N D  A R E  A C C E S S I B L E  B Y  A U T O M A T E D  
S Y S T E M S  A N D  A G E N T  A P P L I C A T I O N S
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Amazon Connect
customer profiles

Amazon Connect 
voice ID

Amazon Connect 
Wisdom

Amazon Connect cases
Amazon Connect 

contact control panel

Unified profile of 
customer data

Case management
Voice-based 

caller authentication
Real-time knowledge 

article recommendations
Interact with 

customer contacts

Flow block available
Connect unified agent app

Flow block available
Connect unified agent app

Flow block available
Connect unified agent app

Limited flow block
Connect unified agent app

Flow block available 
Connect unified agent app

Public APIs
Amazon Connect streams

Public APIs
Case event streams

Public APIs
Amazon Connect streams

Public APIs
Amazon Connect streams

Amazon Connect streams

None None Salesforce CTI adapter Salesforce CTI adapterSalesforce CTI adapter

Profiles objects Cases objects
Voiceprints, auth./

fraud scores
Knowledge articlesContact objects/agent objects
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We have options to match your needs
U S E  A P I S  A N D  A D A P T E R S  T O  B R I N G  T H E S E  C A P A B I L I T I E S  T O G E T H E R  I N  Y O U R  E N V I R O N M E N T
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• Available out-of-the-box with Agent 
Experience services natively integrated

• Well-Architected according to AWS 
architecture design principles

• Flows available

Connect Agent Application Partner Agent Application

• CRM serves as the Agent Application 
(Salesforce, Zendesk)

• Partner builds the Agent Application 
(Local Measure)

• Flow available

Custom Agent Application

• Custom-built Agent Application specific 
to your use case built by Customer or 
Solution Integrator (SI) Partner

• Public APIs available

• Flows available

Recommended
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Available in flows
C O N F I G U R E  A U T O M A T E D  A N D  A G E N T  E X P E R I E N C E S  T H R O U G H  D R A G  A N D  D R O P  T O O L S
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“Hello, Jane, are you 

contacting us about 

‘Defective Laptop 

123’?”
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Tying Amazon Connect features to business value
I M P R O V E M E N T S  I N  D E F L E C T I O N ,  A H T ,  A N D  F C R  D U E  T O  D A T A
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Customer calls

Customer

Jane Doe

Case

Case 123: 

defective laptop

System retrieves data

Hello Jane,                         

Thank you for being a loyal 

customer. Are you calling 

about “Defective Laptop”?

Yes, can I speak to 

an agent? I need to 

change the specifications 

for my replacement

Hi Jane, what changes 

can I make to your 

replacement laptop?

Authentication

Voice confirmed

I would like the 

maximum allowable 

storage. How much 

storage is that?

Ok, my system has 

retrieved an answer. 

I will set you up with 2TB 

or storage. The laptop 

will arrive in 2 days.

Real-time 

recommendations
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Customer Profiles
P E R S O N A L I Z E  A N D  A U T O M A T E  T H E  C O N T A C T  C E N T E R  E X P E R I E N C E
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Creates a unified profile which is provided to agents 
and automated experience (IVR) in real-time

Ingests customer data such as contact history, address, 
phone number, and recent purchase history

Automatically scans, matches and de-duplicates 
customer data from multiple repositories 
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Voice ID
R E A L - T I M E  C A L L E R  A U T H E N T I C A T I O N  A N D  F R A U D  D E T E C T I O N  U S I N G  M L - P O W E R E D  V O I C E  A N A L Y S I S
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Easy and fast enrollment and verification allowing 
customers to maintain the natural flow of conversation

Enable and configure with a few clicks for both 
automated (IVR) and high-touch customer interactions

ML-powered real-time fraud detection that 
automatically flags suspicious callers 
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Tasks
E A S I L Y  A U T O M A T E ,  T R A C K ,  A N D  M A N A G E  T A S K S  F O R  C O N T A C T  C E N T E R  A G E N T S
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Prioritize, assign, and track work across disparate 
applications 

Built-in connectors and open SDK to easily integrate 
with your applications

Agent experience to complete and create new follow-
up tasks

Build workflows to automate tasks that don’t require 
agent interaction
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Wisdom
D E L I V E R  A G E N T S  T H E  I N F O R M A T I O N  T H E Y  N E E D  T O  A D D R E S S  C U S T O M E R  I S S U E S  I N  R E A L - T I M E
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Deliver real-time recommendations to agents to solve 
customer problems quickly

Allow agents to manually, intelligently search with the 
same functionality

Ingest your data with built-in connectors for 
Salesforce, Zendesk and ServiceNow
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Cases
D E L I V E R  A G E N T S  T H E  I N F O R M A T I O N  T H E Y  N E E D  T O  A D D R E S S  C U S T O M E R  I S S U E S  I N  R E A L - T I M E
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Automatically capture case data from your IVR and 

chatbots

View case history and activity in one place in the 

unified agent application 

Take action with integrated task management
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Forecasting, Capacity Planning, & Scheduling
R E A C H  C U S T O M E R S  A T  S C A L E  W I T H  M L - P O W E R E D  O M N I C H A N N E L  C O M M U N I C A T I O N S
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Improve accuracy and efficiency using machine 

learning

Simplify staffing using Connect’s native intuitive user 

experience 

Benefit from cloud flexibility, scalability, and reliability
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Contact Lens
R E A L - T I M E  S P E E C H ,  C O N T A C T  A N A L Y T I C S ,  A N D  A L E R T S  P O W E R E D  B Y  M A C H I N E  L E A R N I N G
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Identify call drivers, discover new issues, evaluate 
sentiment, and identify coaching opportunities

Conduct fast full-text search on call transcripts to 
quickly troubleshoot customer issues

Categorize, label, and act on calls based on customer or 
agent utterances

Redact sensitive data like names, addresses, and credit 
card numbers to protect customer privacy
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Supervisor focus - ensure agents are supported
E M P O W E R I N G  S U P E R V I S O R S  T O  O P T I M I Z E  T H E  E X P E R I E N C E  F O R  A G E N T S  A N D C U S T O M E R S
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Supervisor
Agent staffing

Agent certification rate

Agent absentee/attrition rate

Real-Time Alerts

Action via flows
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Amazon Connect’s agent experience enhancements
C A P A B I L I T I E S  T O  I M P R O V E  A G E N T  P R O D U C T I V I T Y  B Y  C O N N E C T I N G  Y O U R  D A T A  W I T H  Y O U R  
A U T O M A T E D  A N D  A G E N T  I N T E R F A C E S

Real-time 

recommendations

Customer profiles

Case managementVoice authentication

Task management

Omnichannel 

communication panel

Amazon Connect

Agent Experience Solution
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A Few Customers Using Agent Experience Services
C A S E
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AWS Partners

A global network of partners with 

deep AWS expertise

AWS Training and Certification

Advance your team’s skills and build cloud 

fluency by learning from AWS experts

AWS Professional Services

Skills and experience from AWS 

experts to supplement your team

AWS Migration Acceleration Program (MAP)

Leverage AWS methodology and financial incentives*

to accelerate contact center migrations to the cloud

AWS Support

Go beyond reactive break-fix with 

proactive Support programs

Learn from Amazon Customer Service

Hear how Amazon’s culture of innovation 

drives our customer experience

We’re here to help you enhance your agent performance
A M A Z O N  C O N N E C T  C U S T O M E R  R E S O U R C E S
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Getting started: leverage agent experience automation 
capabilities to start small, land big!
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Outline initial use cases and which agent experience options you need

Dive deep with us! Get assistance from AWS solution architects, professional services, or 

partners to develop a Proof of Concept (POC) for agent experience solutions

Trial services for internal, smaller use cases: a good starting place is employee self-help 

desks or human resources

Expand to customer-facing, full production contact center solutions

Continue your Amazon Connect journey and think big!
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Thank you!
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Chad Hendren

chadaws@amazon.com

Iain Truesdale

ijt@amazon.co.uk


