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Stronger Together UilPath Iiematen

aws Uilpath

Amazon Web Services (AWS) is the worldwide UiPath is the leader in the automation space,
leader in public cloud platform, offering cloud providing intelligent software robots to automate
infrastructure technologies and Al/ML capabilities business processes that drive enterprise value.

to help businesses lower costs, become more
agile, and innovate faster

Together, UiPath and AWS can scale intelligent automations

and modernize enterprise productivity
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Partnership Pillars U
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Alignment to

boost
productivity

Easily bring Al to
your workflows

Auto-scale as
needs evolve

Contact center
automation

Easily scale and manage your Automate more and solve UiPath has teams worldwide to Boost customer experience and
digital workforce complex business challenges work directly with AWS and free your agents by automating
with the power of AWS Al mutual customers for rapid the contact center with Amazon
services joint solutioning and delivery, Connect and UiPath
including via GSIs.
Rapidly implement and scale With its Al integration Harness the power of AWS cloud Automate functions within the
your automations as needs capabilities, UiPath makes Al and infrastructure to empower contact center, enabling more
evolve with pre-built auto “real”, offering a delivery your organization with efficient self-service, decrease average
deployment capabilities. AWS mechanism for AWS AlI/ML and affordable services, and call handling times, and boost
Quick Stars are available for services, including SageMaker intelligent process automation. customer loyalty.
UiPath Robots. Orchestrator and ~ and Bedrock. _ .
Automation Suite (entire UiPath UiPath purchase is seamless,
platform). including via the AWS

Marketplace.



https://aws.amazon.com/quickstart/architecture/uipath-robot/
https://aws.amazon.com/quickstart/architecture/uipath-orchestrator-on-aws/
https://aws.amazon.com/solutions/partners/uipath-automation-suite/
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[VH[2Le138Y + Amazon Connect

Automating tasks to improve
agent contact handling

Clarence Choi

Partner Solution Architect
Amazon Connect



Agenda

What is Amazon Connect

« Agents are taking so LONG to finish a call
« How UiPath + Amazon Connect can help
« Architecture

 (Call To Action
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Amazon Connect differentiators

ACCELERATE CX INNOVATION WITH AMAZON’S NATIVE CLOUD CONTACT CENTER

Deliver dynamic and personal automated ﬁ Make real world impact with
customer experiences across all channels w Al at the heart of every interaction
Scale to
_ _ _ O m— tens of thousands _ _ R
Accelerate your innovation using | £ . Drive continuous optimization with
simple, self-service Ul R ot agents C% native analytics and insights

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

app built by
dws
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| campaigns time authentication guides
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| Real-time and Real-time Forecasting, capacity Simple, self-service Ul; Secure, reliable, Modern APl and
| historical metrics and conversational planning, and make changes in and scalable SDKs for those who want
| contact quality analytics scheduling minutes, not months to build
|
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One application. One seamless experience.
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Can we do more to help agents?

New or struggling
agents reach
proficiency faster

aws

S

All agents adhere

to best practices

for resolving, following
up on, and
documenting issues

Business operations teams
identify where issue
resolution is stalling and
drive efficiency
Improvements



AGENT 8

AGENT EMPOWERMENT AND PRODUCTIVITY
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Agent Knowledge and agent Unified customer
workspace assist view
= —
(s I=;
Case management Step-by-step
guides

Al at the heart of every interaction

v’ Listen and deliver information agents need in
real-time

v" Automatically capture and identify key parts
of the conversation

app built by
aws
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Agent experience

AMAZON CONNECT AGENT WORKSPACE

& Avilable v

’\_ Maria Garcia

’ Mary Major

B  sofia Martinez

Nikki Wolf
® 03:39 @ 00:02

Hi. | need some help with my account. 1250

Virtual assistant

You are now being placed in queue  1#53
to chat with an agent.

Sarah (Agent)

® 0017
@ 00:03

© 00:53
@ 00:07

Connected chat

1255PM  Hello Nikkl. My name is Sarah, your customer service representative.

How can | help you with your account?

Nikki Wolf

Can you please help reset my account?

Sarah (Agent)

Sure thing, Which account would you like to reset?

Nikki Wolf

4PM

My main account ending in 1234 125

cls1 s there anything else | can help you with?

pp built by
dws
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brb  Please give me a couple minutes while | look into the issue.

] O Customer profiles M Cases

0\ Search profiles

Full name
Nikki Wolf [0

Phone number
+1(212) 555-5400
Birthdate

January 18, 1979

Email address
nikkiwolf@example.com

Mailing Address
123 Any Street
Any Town

UsSA

Orders

Contact history

Profile ID
865asDF876ADFS [0

Account number
76sDFS8asdsDFw

Additional Info
Looking to purchase X

Gender

Femnale

Billing Address
123 Any Street
Any Town

USA

More information

Case results from Connect, Service Now and Zendesk

Status

Closed

Closed

Closed

Closed

Closed

Reference Id
u12345 [0
721345 [0
123453 )
cwazsz [
s12345r [[]

Title

Fraud activity - transaction declined
Add authorized user

Card lost

Change of address

New card request

Rows per table:

Updated
8/22/2023

5/15/2023

10/12/2022

08/08/2022

01/04/2022

(D 00:07
2, Nikki said L oo0

“Hi. I need some help with my account.””

0w

“Hello Nikki. My name is Sarah, your customer
service representative.How can | help you with
your account?”

~ Associated

Soluti
is is how you can help a customer with
their account.

1. Go to the servicing system
2. Choose "Manage Account Settings”
3. Lock the card

Learn more
[E How to View, Modify, or Cancel a card
E How to prevent fraud
[E Cancellation Policy
& Refresh

Show less A
- More

» .
+ Wisdom ® o0:00

» I am Wisdom, your Live Assistant powered by Al.
As | listen to the conversation | will provide

> suggestions.

>

»

1-50f 13




Step-by-Step guides

NO-CODE Ul BUILDER

CC Home

* Quickly create custom Ul pages for
agents using a drag-and-drop interface

« Easily build forms to surface to agents
in step-by-step guides so they can
resolve customer issues

New claim Heading Placshelder Fage teading » Create interactive messages to
send to end-customers via webchat
to enable self-service

Travel information
< Trawal information

Traveller information

Forms Cards Lists Details

aws
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How UiPath + Amazon Connect can help

&  Available W + @ =

pdf

M 20200500122008 Adobe Acrobat Reader DC

Lo ™t @ 04:50

Bestand Bewerken Beeld Venster Help

Start Gereedschappen 20200500122008.pdf X
B v @® 8 H Q ©@ 1/ | R O O ® uwx- B P | B 2

Bath
Somerset
BA2 55Q

Connected ca

Date: 06 May 2020

Account Number: 24262820

Il Hald k!.l Muite |
Policy Number: 13151719
::E Murilher |_‘-,_-1{|
| Reference: 77283774.229.1 o
E Quick connects | 4
Purpose: Change of policy documents due to address change
E Lreate task |

Dear Mr Jones,

Following your recent enquiry, we’re please to enclose your new policy documents.

"‘;'—; Enel call




Architecture

HOW STEP BY STEP GUIDE INTEGRATES WITH UIPATH

aws
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Administrator experience

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

app built by
dws
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Demo Flow »

Blocks
Q Search by name

INTERACT

2+ Get customer input
Branches based on customer intent.

o) Play prompt
Delivers an audio of chat message.

% Store customer input
Stores numerical input to contact
attrinute.

SET

CHECK

ANALYZE

LOGIC

INTEGRATE

TERMINATE

A Show additional flow information

Entry

‘D Play prompt

[ ee)e]E[-1-] «

2 Get customer input

AND MORE

+7 Disconnect

Prompt: {None selected)

Timeout

Default

Error

Termination event

ol | e |

Contact flow (inbound




Next steps

HOW TO GET STARTED WITH AMAZON CONNECT WITH UIPATH

O

Define use case
and timeline

app built by
aws
~—

/L
VAN
//
Proof of concept to Pilot for use case or
validate subset of traffic

Amazon Connect
aws.amazon.com/connect/

© 2023,Amazon Web Services, Inc.orits affiliates. Al rights reserved.
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Production



go.aws/cci
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Thank you!

© 2023, Amazon Web Services, Inc.orits affiliates. All rights reserved.




Learn more about UiPath and AWS
contact center solutions

Q9

UiPath Contact Center solutions

See the dedicated Contact Center solution page on the UiPath
website.
https://www.uipath.com/solutions/department/contact-center-
automation

AWS and UiPath customer experience industry
whitepapers

Customer experience in Telecom E-Book
Customer experience in Banking E-Book
Customer experience in Insurance E-Book
Customer experience in Healthcare E-Book

[ilpath | 3WS

Customer
experience

in Telecom

Powering a better customer
experience with Al and automation

i|Path

The Foundation
of Innovation”
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https://www.uipath.com/solutions/department/contact-center-automation
https://www.uipath.com/solutions/department/contact-center-automation
https://www.uipath.com/resources/automation-whitepapers/customer-experience-leaders-in-telecoms-using-ai-powered-automation
https://www.uipath.com/resources/automation-whitepapers/customer-experience-leaders-in-banking-using-ai-powered-automation
https://www.uipath.com/resources/automation-whitepapers/customer-experience-leaders-in-insurance-using-ai-powered-automation
https://www.uipath.com/resources/automation-whitepapers/healthcare-payers-providers-using-ai-powered-automation
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