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Customers Demand
Exceptional Service

Reduce
Cost to Serve




Exceptional CX

Should look like this

I Effortless resolution in first contact

I Consistent, connected journeys across channels
I Personal and situational
I Proactive and anticipatory

I Trust-building and predictable




BUT Service operations are complex

A% mAn

E> Sol

This is a really
nice conversation
BUT I still to wait for
human

Our systems are clunky
where is the info,
what do I do next

I don’t feel like I'm
helping

When service is fragmented, no Al can fix it
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Customer Service, Reimagined

On a powerful platform architected for the Al era

Al-powered cloud Workflow automation powered by
contact centre solution best-in-class case management
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Customer Service, Reimagined

On a powerful platform architected for the Al era
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Automate with Al Empower Employees for Orchestrate resolution
you can trust complex work end-to-end
Any Al Agent Anywhere Give CSRs real-time guidance, context & Coordinate work across self service,
Orchestrate Amazon Agents and Lex actions with a Unified Agent Desktop contact center, back office & Al agents

Modernize service
capabilities fast

Design & modernize
service journeys, & launch
in days - not months



Amazon Connect
AI Agents

Automate with Al

you can trust
Self Service that works

Agentic workflows #
fuel Agent Experiences with

i What data needs to be collected
¥ What validations need to be driven

" What business rules needs to be run
@ What systems need to be updated
& Where work should be routed

Z How urgency & SLA's should be managed

Core processes




Empower Employees

Optimize performance with real-time Al
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Single pane of glass
Channeland Interaction management, work,
knowledge and workflow in a single Ul

Scale expertise
Direct employees with Al-powered coaching

based on your specific best practices & policies.

Focus on work that matters
Save time by automating manual work, auto-
completing tasks, and drafting messages.

Gain instant knowledge
Connects employees with instant answers from
the collective knowledge of your enterprise.

Customer 360 View
The right data and the right time no matter the
System of Record

Customer Service
o My dashboard

My average handle time last week Script adherence compliance ove...

Channel
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Outcome

Conversational Analytics Metrics

Total Agent Sentiment Score (K), Total C...

Announcements

Effective today, all customer complaints must be logged in the new "File a
complaint” workllow, accessible from within Customer Service.

« Help you develop applications more quickly

+ Upload sample data

« Find portions of the portal which help you to implement your own user
interface as well

What
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Orchestrate resolution end-to-end
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Operations

Frontline teams

Customers
Contact Center Back office

24/7 self-service

that spans channels unified work, guidance, & assistance

aaoss process, Al, people

scale
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Modernize Fast
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Exceptional CX

I Effortless resolution in first contact

I Consistent, connected journeys across channels
I Personal and situational
I Proactive and anticipatory

I Trust-building and predictable



Architecture - Self Service

Connect Flow
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Architecture - Self Service

(" Connect Flow
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Architecture - Self Service

@ Connect Flow iv-v/%\
o P 1
|

Non Pega
MCP Servers

Connect

Nova Sonic Al Agents

Infinity Runtime MCP
MCPlTooIs

File a Complaint Address Change

Replace a Card

N I Dispute Transactions Fee Enquiry

Consumer Claims Make a Payment ‘Q PEGA
AWS Bedrock Kniowledge & AWS Cloud services LB E BT
documents databases



Architecture - Self Service
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Architecture — Assisted Service
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Login/Logout Conference
State Mgmt Click to Call
E] After call work Address Book
Connect Make Call ANI Look Up
Streams Hold/Resume Call Send DTMF
aWS Disconnect Call Chat Support
= Pega CS Portal Transfer Call SSO,Q PEGA
S Rt Embedded CCP
Infinity Runtime MCP
MCPlTooIs
[
Replace a Card Address Change
Balance Transfer Dispute Transactions Fee Enquiry
Consumer Claims Make a Payment ,Q PEGA
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Customer Service, Reimagined

On a powerful platform architected for the Al era

Al-powered cloud Workflow automation powered by
contact centre solution best-in-class case management
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Questions
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