AWS Black Belt Online Seminar

Amazon Connect

Forecasting, capacity planning, and scheduling
dive deep

HEH A%

Senior Connect Specialist Solutions Architect
2024/07

aws
>



=I=fityly
1 T E S

WWSO EZRR 7T UG —2 3 > XA EBEHIEARED
CXE EZ R X EEES
Senior Connect Specialist Solutions Architect

. B RE. A—D—X%{EEDOA>HFT 5 —
SATLKEE - ERICESE

. IFEIR AWS H—E X : Amazon Connect, Amazon QuickSight

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved
\/7



A= F—DXHRE

. Amazon Connect C X FE

-

DT> RI1I—Y—/)\—F—DA

e« CNNHS Amazon Connect D HIBZIRFT N TLNDA

o AAIREIAI—ICHEITD. Tl ABEBREREDOWIM (DJ—DTA—X

NARDAT ) EFaiTOEER

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved

N



B = I—>xT>bk

OMNICHANNEL CUSTOMER EXPERIENCE AGENT EMPOWERMENT AND PRODUCTIVITY
N . — ~
AT == @
Nus> Q’gi) = gﬁﬂ @@
High quality  Conversational IVR Web/mobile chat Agent Knowledge and Unified
voice and chatbots and messaging workspace EL ] & customer
= view
=N @— l_|: =%
=5 Ke 2 [
Outbound Voice b'°me?"'c‘ Task Case Step-by-step
campaigns based re?l-t!me management management guides
authentication

AMAZON
CONNECT

EEA |

CONFIGURATION AND FLEXIBILITY

A== —

ANALYTICS, INSIGHTS, AND OPTIMIZATION

; e Se o

2

2 (Drﬂl

|
Real-time and Real-time Forecasting, Simple, self- Secure, reliable, Modern API and
historical metrics conversational capacity service Ul; make and scalable SDKs for those
and contact analytics planning, and changes in who want to build
e [TE:1114Y scheduling minutes, not
months

ONE APPLICATION. ONE SEAMLESS EXPERIENCE.
H—D7IJUs—23>TS—LLARGEZ

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
\./7




A9 MMz A —ICHBITBRER—-——X

?gf%

Agents
V=054 TINS> X
BRI 1 —)LOFERME
HE(CH I DEEE

aW% © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved

i &,

Operation managers Business leaders
LEAET T8 KDEWVWHRIY—H—EXDIEMH
IR CTHURR ST 1 L= T MERL A>T 547> RE=F
B9 < ERBRD EF X hOaiE1E



Amazon Connect value proposition

?‘g@

HISEIERER T BT, B
DI—>1> MBI =T
fid, O~ ABHRBBLENES
(CEL) (C IR T DA IRAL.

aWS’ © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved



Amazon Connect forecasting, capacity planning, and scheduling

aws

N

© 2024, Amazon Web Services, Inc. or

its affiliates. All rights reserve

d.

ML 7&/§ﬁﬁ Uiz, O>4572 I\‘lZ//ﬂ DEFEFABKLOFvI\SF TS5> =20

- Amazon Connect forecasting

» Amazon Connect (CEBESNIERBEST —5ELL (&
1 >ih— bNUEERT—4IHh 5. BH/EE O S
FHZEITD

- Amazon Connect capacity planning

]

» FHISNEHE(CH LT BEOY—EXLANIL
Zim/c 9 TesbdDI Y — X (Agent #X) Z518E

- Amazon Connect scheduling

» DY —REtEIZEIZS lesbdDE T N\F—2 &
&l < D Agent DRT > 1 —)LZVER%

SCREIRED (\— S 74k). KEFEL (AL T>), HFS (B, BN (TSI TILN),
B (O R2). PSTIE T4 wo (VD). ST T4 w5 (SSHKR=IL).
FETIRE T v (2 RZ), PSP T« v 2 (RR) THATEE



Amazon Connect forecasting, capacity planning, and scheduling
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