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Nuestra aproximacion a la experiencia del cliente

technology by amazon

amazon alexa Just Walk Out
o

“The most important single thing is to focus
obsessively on the customer. Our goal is to

be earth's most customer-centric company.”
Jeff Bezos
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Desde el principio, el fundador de Amazon, Jeff
Bezos, nos desafio a todos en Amazon a
convertirnos en la empresa mas centrada en el
cliente del mundo.

Ya fuera para entregar paquetes o alimentos
frescos el dia que los pediste...

Poderentrary salir de una tienda de alimentos
sin tenerque salir...

O permitira las organizaciones crear soluciones
en [a nube que cambien el mundo sin tener que
preocuparse por el hardware, la escalabilidad, la
seguridad o los cientos de capacidadesy
servicios subyacentes necesarios para hacer de
esas soluciones una realidad rentable.

En todasestasareasy en otras, incluidas Alexa y
Prime, Amazon sigue centrandose
obsesivamente en comprender e innovar para
ofrecer una excelente experiencia al cliente.



Amazon Connect
Unaaplicacion. Una experiencia perfecta.

EMILESDE MAS DE 10 MILLONES DE INTERACCIONES DE UTILIZADO PORMASDE 120000
TES CONTACT DE CENTER AL DIA AGENTES DE AMAZON



Amazon Connect — aspectos diferenciadores

ACCELERATE CX INNOVATION WITH AMAZON'S NATIVE CLOUD CONTACT CENTER

Ofrezca experiencias de cliente automatizadas, ﬁ E%} Haga un impacto real

dindmicas y personales en todos los canales ‘w usando Al en cada interaccion

Escalar a
, 5 = decenas de miles N ,
Acelere la innovacion con con Ul | d . Impulse la optimizacion continua con
Self-Service R e agentes C& andlisis e informacion nativos
Paga solo porlo que usas

Telefonia redundante global +30 proveedores, +85 paises llamadas entrantes, y +230 destino para saliente

Acceso instantaneo a +200 servicios de AWS con todas las funciones
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IA integrada para mejorar y acelerar los resultados @

MAYORES EFICIENCIAS Y CONOCIMIENTOS, IMPULSADOS PORLA IA GENERATIVA

Asistente de agentes en tiempo

real
........ . 0 o °o . . X
Voz Conversacional & Analitica conversacional, resumen conversacion, &
chatbots @ @ gestion de calidad
Lt #=|-.
> 39| -

Autenticacion del llamante en

: Gestion de camparias salientes
tiempo real

: (voz email, sms)

Resolucion de identidad

Horarios, planificaciony programacién @, automatizada

de la capacidad

Amazon Connect
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Nuestro ritmo de innovacion ha acelerado,
usted tambien puede...

o . Outbound campaigns SMS, in-app & web
L . . Voice biometric-based . ’ i
Communication Global voice Chat (web/mobile) Task management real-time authentication and global resiliency calling
channels and telephony with video
Case management
Agent Agent contact Unified . and agent workspace Step-by-step guides
: Agent assist

empowerment control panel customer profiles

: Agent
Anq%ifltscs, d Historical Real-time Agent forecasting and evaluations
J ”5’9 = qn analytics speech analytics scheduling and screen
optimization recording

171 launches

117 launches

2077 and 2018 2019 2020 2021 2022 2023
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| High quality Conversational IVR and Chat, SMS, In-app/web Agent workspace Knowledge and agent Unified customer
[ voice chatbots and messaging calling and video assist view
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| ANALYTICS, INSIGHTS, AND OPTIMIZATION CONNECT CONFIGURATION AND FLEXIBILITY
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| Real-time and historical ~Real-time conversational Quality and performance  Forecasting, capacity Simple, self-service Ul; Secure, reliable, Modern APl and
| reports analytics management planning, and scheduling make changes in minutes, and scalable SDKs for those who want to
| and dashboards not months build
[
|
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Experiencia de cliente

AMAZON CONNECT CHATBOTS, PERSONALIZACION, AUTOMATIZACION, Y SMS

No, prefiero volver a reservar Si,
mafana a lamisma hora, ées iGracias!
posible?

¢ o+ ® @ @ 9 @

Llamada entrante
EO
. S
ContenidoCRM Sistema de
reservas
PERSONAL DINAMICO NATURAL OMNICHANNEL
Los flujos de Amazon Connect se Responda a las preguntas de los Los chatbots de Amazon Connectutilizan  Los SMS de Amazon Connect brindan
adaptan por cliente clientes incluso antes de que se las la misma tecnologia que impulsa a Alexa asistencia en el canal elegido
formulen

aws

N © 2024, Amazon Web Services, Inc. or its dffiliates. All rights reserved.



Experiencia del Agente

AMAZON CONNECT AGENT WORKSPACE

a Available v + &

. Nikki Wolf istomer profiles M Cases

Nikki may need assistance with...

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

Nikki Wolf
@® 00:03 @ 00:03 Connected chat

Fraud activity - transaction declined

Virtual Assistant
Summary

Please confirm your one-time password
now

Nikki Wolf

1234 1250

Virtual Assistant

Thank you for confirming. I've
processed your credit limit increase, and
your new credit limit is $15,000.

Virtual Assistant

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

Nikki Wolf

Talk to an agent 125

Nikki has

Reference ID
XYZ1234567

Creation date
November 28, 2023

Assigned queue Info
Transaction Support

Card currently locked
Yes

Transaction amount
$550

Close case

Customer name
Nikki Wolf 3

Last updated
November 28, 2023

Assigned user Info
John Stiles

Date of transaction
November 28, 2023

Vendor of transaction
Example Corp Travel

Go to case details

Security
Unlock Card

Initiate the card unlock process

aws
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8 Upsell - Travel Rewards C.. X

Next pa t due on 12/.
Make payment
3 open accounts

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.

Contact email
ample.com

Contact phone
1212-555-5400

Account number
233455

Tenure of membership
10 years 3 months

Case status
Open

Offers
Apply for a new credit card
Nikki is currently eligible for the Platinum Travel Card.

+ Amazon Q ® 00:00

| am Amazon Q, your Al assistant!
As | listen to the conversation | will provide
suggestions.
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Experiencia del supervisor

ANALITICA CONVERSACIONAL, EVALUACION DE AGENTES, FORECASTING Y SCHEDULING

Amazon Connect = Agent Application %. Contact Control Panel @ - [7]

Dashboards and reports: Dashboards Queue performance dashboard

>

l'l-_-

ime range: Today ~ m 30m | 2h | 8h |_.: Custom Compare to: Prior 15m Add filter -

r &

i Performance overview
Viewing contact data for the last 15 minutes compared to the prior 15 minutes

Avg. handle time Avg. queue a

100,000 73% 00:08:41 00.01:43

I

4+ 10% | 66 +00:01:28 | 00X 4 00:00:11 | DO:0

+33% | 75

Contacts handled and average handle time trend

|IIIIIII|III|III'IIIllllllllll---ll-----l '
2:15 4:15 & 8:15

12:15 2:15 4:15 6:15 8:15 10:15 12:15 15
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Queue perfo rmance dash boa rd Last Update: Nov 28, 2023, 3:40:44 PM | |} | | (¥ | | 3= Hide filter Actions

Supervisor [+

:

AHT

00:00:00
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Experiencia del administrador

CONSTRUCCION DE FLUJOS, ENRUTAMIENTO OMNICANAL POR SKILLSY MUCHO MAS

Demo Flow »

Entry

INTERACT

2% Get cust
Branc EH mer intent.

o) Play prompt
D udio or chat

% Store customer input
merical input to contact

CHECK
ANALYZE
LOGIC
INTEGRATE

TERMINATE

dditional flow information

aws
~—

o) Play prompt

+

Texr:

2+ Get customer input

=d)

Timeout

Default

Error

+7 Disconnect

Termination event

Contact flow (inbound)
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El pago por uso hace que la innovacion funcione

LIBERTAD PARA EXPERIMENTAR RAPIDAMENTE Y ESCALAR HACIA ARRIBA Y HACIA ABAJO

g

'R|__:|

No se requiere Escalabilidad Mantenimiento
compromisos iniciales elastica reducido
== 20
= g
B
Expansion global sencilla Experimentacion Acelara la
instantanea innovacion
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iMuchas gracias!

Jose Paz

ramosaws@amazon.es
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