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Stronger Together

UiPath is the leader in the automation space, 

providing intelligent software robots to automate 

business processes that drive enterprise value.

Amazon Web Services (AWS) is the worldwide 

leader in public cloud platform, offering cloud 

infrastructure technologies and AI/ML capabilities 

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

Contact center 

automation

Easily bring AI to 

your workflows

Alignment to 

boost 

productivity

Auto-scale as 

needs evolve

Easily scale and manage your 

digital workforce

Rapidly implement and scale 

your automations as needs 

evolve with pre-built auto 

deployment capabilities. AWS 

Quick Stars are available for 

UiPath Robots, Orchestrator and 

Automation Suite (entire UiPath 

platform).

Automate more and solve 

complex business challenges 

with the power of AWS AI 

services 

With its AI integration 

capabilities, UiPath makes AI 

“real”, offering a delivery 

mechanism for AWS AI/ML 

services, including SageMaker 

and Bedrock.

UiPath has teams worldwide to 

work directly with AWS and 

mutual customers for rapid 

joint solutioning and delivery, 

including via GSIs.

Harness the power of AWS cloud 

and infrastructure to empower 

your organization with efficient 

and affordable services, and 

intelligent process automation.

UiPath purchase is seamless, 

including via the AWS 

Marketplace.

Boost customer experience and 

free your agents by automating 

the contact center with Amazon 

Connect and UiPath

Automate functions within the 

contact center, enabling more 

self-service, decrease average 

call handling times, and boost 

customer loyalty.

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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+ Amazon Connect
Automating tasks to improve 
agent contact handling

Clarence Choi

Partner Solution Architect

Amazon Connect
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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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Drive continuous optimization with 
native analytics and insights

Deliver dynamic and personal automated
customer experiences across all channels

Make real world impact with 
AI at the heart of every interaction

Accelerate your innovation using 
simple, self-service UI

Scale to 
tens of thousands 

of agents

Amazon Connect differentiators
A C C E L E R A T E  C X  I N N O V A T I O N  W I T H  A M A Z O N ’ S  N A T I V 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

app built by

Globally redundant telephony +30 providers, +85 inbound, and +230 outbound countries 

Instant access to +200 fully featured AWS services
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A D M I N I S T R ATO R
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C O N F I G U R A T I O N  A N D  F L E X I B I L I T Y

S U P E R V I S O R
A N A L Y T I C S ,  I N S I G H T S ,  A N D  O P T I M I Z A T I O N

A G E N T
A G E N T  E M P O W E R M E N T  A N D  P R O D U C T I V I T Y

A M A Z O N  
C O N N E C T

C U S TO M E R
O M N I C H A N N E L  C U S T O M E R  E X P E R I E N C E

Web/mobile chat 
and messaging

Outbound 
campaigns

High quality 
voice

Voice biometric-based real-
time authentication

Conversational IVR and 
chatbots

Real-time 
conversational 

analytics

Forecasting, capacity 
planning, and 

scheduling

Real-time and 
historical metrics and 

contact quality

Secure, reliable, 
and scalable

Simple, self-service UI; 
make changes in 

minutes, not months

Modern API and 
SDKs for those who want 

to build

Task management

Agent 
workspace 

Knowledge and agent 
assist 

Unified customer 
view

Case management Step-by-step
guides

One application. One seamless experience.app built by
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Can we do more to help agents?

New or struggling 
agents reach 
proficiency faster

1

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

3

All agents adhere 
to best practices 
for resolving, following 
up on, and 
documenting issues

2
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A M A Z O N  
C O N N E C T

AI at the heart of every interaction

✓ Listen and deliver information agents need in 
real-time

✓ Automatically capture and identify key parts 
of the conversation

C U S TO M E R
O M N I C H A N N E L  C U S T O M E R  E X P E R I E N C E

Web/mobile chat 
and messaging

Outbound 
campaigns

High quality 
voice

Voice biometric-based real-
time authentication

Conversational IVR and 
chatbots

Task management

A G E N T
A G E N T  E M P O W E R M E N T  A N D  P R O D U C T I V I T Y

Agent 
workspace 

Knowledge and agent 
assist 

Unified customer 
view

Case management Step-by-step
guides

app built by
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app built by

Agent experience
A M A Z O N  C O N N E C T  A G E N T  W O R K S P A C E

10
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N O - C O D E  U I  B U I L D E R

Step-by-Step guides

• Quickly create custom UI 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

• Create interactive messages to 
send to end-customers via webchat 
to enable self-service

Forms Cards Lists Details
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How UiPath + Amazon Connect can help
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Architecture
H O W  S T E P  B Y  S T E P  G U I D E  I N T E G R A T E S  W I T H  U I P A T H

13
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Administrator experience
W O R K F L O W  B U I L D E R ,  O M N I C H A N N E L  &  S K I L L S - B A S E D  R O U T I N G ,  R U L E S  E N G I N E ,  A N D  M O R E  
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app built by
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Next steps
H O W  T O  G E T  S T A R T E D  W I T H  A M A Z O N  C O N N E C T  W I T H  U I P A T H

Proof of concept to 
validate

Define use case
and timeline

Pilot for use case or 
subset of traffic 

Production

Amazon Connect 

aws.amazon.com/connect/app built by

go.aws/cci


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

Thank you!
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Learn more about UiPath and AWS 
contact center solutions

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

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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