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AI BASICS // CUSTOMER EXPERIENCE

Amazon Connect: how AI is changing
customer experience
It’s not just about automating support calls. It’s about smarter interactions and more personalised
touch points.

Travis’s short version: good customer experience is a balance between efficiency and the
human touch. Amazon Connect automates the routine work when it’s necessary and keeps
people in the loop when things get more nuanced, so you get faster resolutions without losing
the personal connection.

The CX balancing act
On one side, businesses want to be efficient, with faster response times and smoother automated
processes. On the other, they still need that human touch for more complex interactions. The challenge
is how to make things faster without losing that personal connection.
Amazon Connect is built for exactly this. It’s a cloud-based contact centre that scales while keeping the
focus on quality interactions, and it integrates with the AWS suite. Think of it as the backbone of modern
CX.

What makes it powerful

Tool Role What it does for CX

Amazon Lex The brains behind the
chatbots and voice assistants.

Makes natural language interactions feel seamless.

AWS Lambda Handles the automation of
backend processes.

Things like refunds and data lookups, which stops
unneeded escalation to the human support team.

Contact Lens The real game changer:
AI-driven sentiment analysis.

Picks up the tone of your customers so you know
whether to escalate to a human. Businesses can also
look at user flows to find bottlenecks and improve their
CX strategy.

Together, these tools provide a personalised and efficient customer experience.

Seeing it in action: the order enquiry
Imagine you’re running a retail business and a customer calls to check on the status of their order.

1 Lex gathers the details. It collects the customer’s information and works out what they actually
need.

2 Lambda automates the routine part. If a refund is necessary, Lambda automates that process,
or it can simply tell the customer how many hours away the courier driver is.

3 Contact Lens listens to the tone. Meanwhile it can pick up on frustration in the customer’s voice
and flag it.

4 A human steps in where it counts. An agent can jump in, de-escalate the issue and provide a
more personal touch.
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Who does what
Handled by the AI Handled by your people

Routine tasks get automated: collecting details,
processing a refund, answering where an order is.
This is what Lex and Lambda are there for.

The more complex issues get a human. Contact
Lens flags when a customer needs one, so agents
can focus on what actually matters.

Why this matters for the business
AI tools aren’t just here to cut corners. They’re about better decision making and letting agents focus on
what really matters. For a business, that means:

Outcome What it means

Faster resolutions Routine tasks are automated, which means faster resolutions.

Happier customers Flagged frustration reaches a human agent who can de-escalate and add a
personal touch.

Smarter use of human
talent

Agents focus on what actually matters.

The bottom line
It’s a smarter, more human-centred experience. That’s why platforms such as Amazon Connect are
taking off: it’s not just about speed, it’s about doing it right. We’d love to hear how you’re seeing AI
shape customer experience in your industry.

Want to talk this through for your business?

Book a free 15-minute call. We’ll look at your situation and give you a straight answer, with no jargon and
no sales pitch.

Let’s Chat Opens the request form on our website. Free, no obligation.
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