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HIEF BEMA K SR/MNIRZES (ML) IEFNEFFANLN . XL AT UFEBELILERARNT
EREHBEI TR ERANERFELTARTNEE L, NAENIVZTT KRR,

EFESORIE

B LAEA Amazon Connect i85 1D #{TERREE SFHRIEMBIENERN , NTIFEESESREE
R, BEZ%,
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Amazon Connect

Customer informa

Full name
Ana Carolina Silva

Phone number
+1914-555-0199

Birthdate
September 7, 1987

Email address
anasilva@example.com

Mailing Address

123 Any Street, |

Any Town,
USA

Product purchase history
Contact history

More information

@ Voice authentication

Voice ID: @ Authenticated

Fraud Risk: @ Low risk

(A Step-by-step guides

Make new reservation

@ Omnichannel contact control panel

&

& Amacaolinesiva @
Qo

[ Sofia Martinez

@o

Maria Garcia %
©cor

e
B Follow up with Nikki W, @oss
)

Major Mary

@ Ana Caroline Silva
@w

© Authenticated c
Fraud Risk: @ Low risk

@ Create task

(&) Follow up with Nikki W.

Q, Ana Carolina Silva @ 01:43
, . @ 00:53
D Sofia Martinez © 00:07
. . @ 01:29
@ Maria Garcia © 0014

11 06:43

Third-party applications

Easily integrate third-party applications such as

homegrown (e.g. credit card portal) or vendor-built

applications (e.g. shipment order tracker) to

consolidate information and reduce context switching.

& Customerprofile (3 Cases () Fraud activity - transactio.. X (3 Scheduler
Full name Queue IVR Response
Maria Garcia Sales 908126345 New reservation

Call back via Mobile App. Ana might be calling about...

seauty
‘Temporary block debit card ending in 8537
Information and actions related to ths account,

Acommodtions
Make new reservation
Reservations usually takes 10-15 minutes.

Communicatons
Start SMS session
Interact with customers via SMS.

& Endaall

(s something else )

You can make a single reservation or include multiple items to get access to

discounts. Reservations usually takes 10-15 minutes.

P Reservation process

> Reserving for multiple guests

> Student discounts

Next payment due on 09/28/25
Make payment
3 open accounts

offers
Apply for a new credit card
Reporta credit card that was lost or stolen.

O Case management

New car reservation

@ Associated

Summary
Ana requested to reserve a luxury car from September 17th
to 20th. Pick up and return at New York City JFK airport.

Activi

y feed Comments More information

| Allactivities v v Expand all

| ———— Today

Carrearvatons ) Croetresersations ) (essometing ase )

S tep-by-step &

9 » Comment - “Reservation completed and
email confirmation sent.”
March 11, 2024, 8:01 AM

o

» Inbound call © Ongoing

March 11, 2024, 2:12 PM

L Q Search Amazon Q

Suggestions Search results

© suggestion ©00:07
“I want to lock my card”
Respoi O ©

1 would suggest a card lock or credit card freeze to
prevent anyone from making new purchases on
your credit card account. Would you like me to do
that?"

oo

This is how you can Lock and Unlock a customer
credit card:

1. Log in to the servicing system

2. Tap the "Menu" tab in the top left
3. Choose the "Manage Card" option.
4. Lock the card

Show more Vv

® 00:00

© Amazonq

I'am Q your Live Assistant powered by Al. As | listen
to the conversation | will provide suggestions.

B Task management

Create task

Task template

[ Customer follow-up v ]

Task name

[ Follow up with Ana ]
18/132

Description

Follow up with Ana at (914) 555-0199
regarding her new account.

63 /4027

% gested responses and solu

BT OB 6l B step-by-step MIERARBWER-E BB ELENLEMA LANIEEKREELETR

THKX, ERTAERES  SUTUMERESESNNER , sSISERARTREESR , SMEEE -

B ERARRE P R,

EEUATEMRENES B3, EMNREFURS, BEFERSErBBRSBNE LT EERET
EXPEIGRERF, flm , ETEHP , REIEX LB step-by-step ZE L,

3



Amazon Connect

<]

Sofia Martinez

(5[C]

Mary Major

Adjust Ricard Smith’s p...

Nikki Wolf

ee 6 6

Q, Maria Garcia
@ o039 Connected call

Voice ID: (@) Authenticated C
Fraud Risk: (&) Low risk

O Show video

Call back via Mobile App. Maria might be calling about...

]

[ A Customer profile 2] Cases
Full name Queue
Maria Garcia Sales

2] Fraud activity - transactio.

IVR Response
New reservation

&

Customer has be notified
Review transaction history
Declined charge of $550 at NILE on 09/11/23

Security
Temporary block debit card ending in ...8537
Information and actions related to this account

Communications
Start SMS session

Interact with customers via SMS

Next payment due on 09/28/23
Make payment

3 open accounts

Offers

Apply for a new credit card

Report a credit card that was lost or stolen.

Service
Add notes for transfer

Notes to contact for transfer

Number pad

D)

' )
@ Quick Connects )
)

B Create task

It's something else

ETHEYF " EEXGFALRER EFEEHF , AR REBEREERZRAR

&,

=]

BN

((Q search

Suggestions Search results

© suggestion

“¥es, | think it's fraud”

 esponse | o @

“I apologize for any treuble this may have caused
I see you are travelling internationally. 1 will help by
locking your Platinum card right now”

[ soivtion | o D

This is how you can Lock and Unlock a customer
credit card

1. Go to the service system
2. Choose “Manage Debit Card Settings”
3. Lock the card

Show more v

© amazena © 00:00

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

SRR E AR5 —
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Amazon Connect

Sofia Martinez

Mary Major

Adjust Ricard Smith's p... @ 06:43

- @ 0133
Nikki Wolf © 00:09

Q Maria Garcia
@ o039 Connected call

Voice ID: (@ Authenticated c
Fraud Risk: © Low risk

Ot Show video

Number pad

Y aYaya

B Create task

D)
)
Quick Connects )
D)

Amazon Connect
8

o] & Customer profile 2] Cases 2] Fraud activity - transactio... X
Full name Queue Case
Maria Garcia Sales 08126345

Call back via Mobile App. Maria might be calling about...

[Q Search Amazon Q ] @

Suggestions Search results

IVR Response @ Suggestion @ 00:07

New reservation “Yes, | think it's fraud”

=3 B ©

“| apologize for any trouble this may have caused.
s I'see you are travelling internationally. | will help by
locking your Platinum card right now"
Customer has be notified Next payment due on 09/28/24
a Review transaction history Make payment B ©
Declined charge of $550 at NILE on 09/11/23 3 open accounts This is how you can Lock and Unlock a customer
g credit card:
1. Go to the service system
2. Choose “Manage Debit Card Settings”
Maria has a declined transaction 3. Lock the card
Transaction details
Show more
Vendor ¥ Amount ¥ Date ¥ Status ¥
Nile Paris $550.00 09/11/23 Declined
® amazona ® 00:00
C View transaction details ) ( Choose a different account )
1am Q your Live Assistant powered by Al. As | listen
- to the conversation | will provide suggestions.

Security
Temporary block debit card ending in ...8537
Information and actions related to this account

Communications
Start SMS session
Interact with customers via SMS

something else

Offers
Apply for a new credit card
Report a credit card that was lost or stolen

Service
Add notes for transfer
Notes to contact for transfer

EREITEXHTES , REEES Nikki IR, EFEXERNKE , FRAIERMBI]TTEB R F
BANREDE, Sl , TR A brb EMXRHEE , ZRAEERENLER/LD #.
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Amazon Connect

LN Amazon Connec

[Q Search Amazon Q ] @

Suggestions Search results

Q@ Maria Garcia @ o252 a

A Customer profile 2] Cases

(sesrcnbya v) (@ seachpotis ) © sosseston @ 0o

Recently viewed profiles > Nikki Wolf

@ 0339
Wolf © o007

@o017
©ooos

]

€ Mary Major
== 0 ©

© Assaciated “Hello Nikki. My name is Sarah, your customer
service representative. How can | help you with

. c 00:53
[J Sofia Martinez 8MW Full name Profile ID
Nikki Wolf 865asDF8

your account?”

Phone number Account number o T
+1212-555-5400 76xDFS8asds
1 Nikki Wolf This is how you can help a customer with
@ o038 © 0007 Connected chat | [ETHTNINS Additional Info their account.
N )
i wolt ] January 18, 1979 Looking to purchase product 1. o to the service system
’ 2. Choose “Manage Account Settings”
Hi. I need some help with my account. Email address Gender 3. Select “Review account”
nikkiwolf@example.com Female
Sarah 25 Show more v
( Mailing Address Billing Address
Hello Nikki. My name is Sarah, your customer service representative. 125 Any Street, 125 Any Street,
How can I help you with your account? I anyTown, Any Town,
VRead ff USA UsA © Amazona ® 00:00
Nikdd Wolf 51 P 1'am Q your Live Assistant powered by Al. As | listen
Can you please help reset my account? Cases Orders Contact history More information to the conversation | will provide suggestions.
sarah 12:51P
' Read
<123 45.>|@®
Nikki Wolf 252
Status Reference Id Title Source Updated date v More v

My main account ending in 1234

Open U12345 Fraud activity - transac...  Connect Cases 02/28/2024 ®
brb  Give me a couple minutes while | investigate the issue / Closed 221345 Add authorized user Connect Cases 02/11/2024 6]
cls1 s there anything else | can help you with? Closed 123453 Cart lost Connect Cases 01/29/2023 ®
ds2  I'm closing your ticket. Closed Cw4352 Change of address Connect Cases 01/05/2023 ®
T ] Closed New card request Connect Cases 12/02/2022 ®
B I o @ [N +]
View more

Thank you. /# type to find a respc =

X End chat

£ R Al B EHBY

A LATE Connect A Amazon Q Bz NEF NI KB Z - EE. Amazon Q in Connect £
AERZEFHENNEARMEXAARANS , BaHEEZR LA ARAE N REBLEEREFib I EF
REHBY, SRRESTERAANIAERR , NEETEFAFHEE. RELUUFEABARAESTEERN
MRRPHTER , BERERNIER, BUHNRENARIEQDEZESNERE,

TEERTEFEENNEEEENRARFFITRERNERAN,
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Amazon Connect EERIER
©)
[0 Ana Smith 00:04:28 8 Customer Profile (% Cases Amazon Q X

00:01:18

[ Search by: All v J [Q Ana Smith

x]

Recently viewed profiles » Ana Smith

Full name
Ana Smith

Phone number
+15555550100

Date of birth
Connected chat -

L1 Ana Smith
@ 04:27 © 01:18
T Email address

contact@asmith.com
Maria 10:14 AM

Mailing address
Hi! How can | help you today?

Cases More information
Ana Smith 10:17 AM

I would like to know how | can use
pay as you go for billing please.
Recent cases

B I = = « @ (]

Type a message and press enter to send > ‘

Status

Referen... | Title

F R Al B EAR R R E

Contact history

Profile ID
6bcedb...

Account number

Additional info

Gender
UNSPECIFIED

Billing address

Product purchase history M @

+ Profile o i .
Hi Maria, | will be helping you solve Ana

L3 Smith’s issue today.

g ‘ Pay as you go 2

@ To use the pay-as-you-go billing option,
you can top up your account online, by
phone, or at a participating retailer
whenever your balance runs low. There is

© Associated

no minimum top-up amount. As you use
energy, your account balance will
decrease based on your usage. If your
balance reaches zero, your power will

3| automatically be disconnected, and you'll
need to top up again to restore service.

[

¥ Sources

[1] pay-as-you-go
RELATED ARTICLES

@ Gameen)
1 &

Source | Updated ¢ 4|[ Ask Amazon Q B]|

Max 500 characters

N THBERARTHREREI/E (ACW) , Amazon Connect 2TEMAIIHEZTBRRA LERERK Al
RCCPHERERE., MENLEML, fEES TRENEIRERTERANEINELRER, TR

ERTEFRRANEHERA

3



Amazon Connect BB RIS

Control Panel | Softphone
086

n

B &

< U con
&5 Available v n-

+1
© 06:32 After call work

Transcript

Issue

Summary

@ The customer was frustrated about a delayed gift
delivery. The agent checked the order and saw it was
delayed due to weather conditions. To resolve it, the
agent offered 1o expedite a replacement shipment at no
extra cost, which the customer accepted. The customer
emphasized the delivery was very important and timely.

lu

Customer 00:03

Hi.

Agent 00:05
Greeling

Hello, this is Jane from Amazon. How can | help you today?

Customer 00:11

E n Close contact

SZ—-NEFIE

BT LAEA Amazon Connect & P R k B A IR AR FHEE S Amazon Connect FVBX R E
IBRMEE. il , BRI LAUFERR A S Salesforce, Zendesk EAMEFFXREE (CRM) 7= @ ( 21
CECHADEER ) FNEEMEES , LAEEFAMER  IERMENFEGEEERE— N,

ServiceNow

BIE-UREEESEE SN~ R, REAMKRIZF , FRA R TRERINE BN 5457
ERE KA RE

TEHERTERIEXGH ERRARN EHF, CERT IRMANEES2RRNMESEFEX
i &S]
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Amazon Connect EERER

(& search mazon @ ) @

Suggestions Search results

oo
oo

mazon Connect
Maria Garcia 00:39 .
] A Customer profile 2] Cases 2] Fraud activity - transacti... X
=

[0 Sofia Martinez . o
(Semeny ) (@ seanpoties ) © sespesion o o

- “Yes, | think it's fraud”
€) Mary Major
Recently viewed profiles > Maria Garcia

© Adjust Ricard Smith’s p... @ 06:43 Full name Profile ID N
7 Edi
Maria Garcia 1234ab. © Associated

g0

for any trouble this may have caused.

1 013 travelling internationally. I will help by
Ci Nikki Wolf Doz locki Plat d right now*
© o000 ocking your Platinum card right now
Phone number Account number E [l
+1234-555-5400 233455
This is how you can Lock and Unlock a customer
Birthdate Additional Info credit card:
September 7, 1987 10+ years as a customer 1. Go to the service system
2. Choose “Manage Debit Card Settings”
Email address Gender 3. Lock the card
Q, Maria Garcia maria.garcia@example.com Female
@ 00:39 Show more v
Mailing Address Billing Address
Voice ID: @ Authenticated c 123 Any Street, 123 Any Street,
Fraud Risk: @ Low risk Any Town, Any Town,
UsA USA ® Amazona © 00:00
a» ¢ 12 Q yourLive Asstan pavered by AL A s
Cases Orders Contact history More information to the conversation | will provide suggestions.
( O Show video )
el T Gam=D @
( B Quick Connects ) <123 45> (@
Status Reference Id Title Source Updated date v More ¥
( B Ccreate task )
Open 795296 Fraud activity - transaction declined Connect Cases 02/28/2024 (6]
Closed B23456 Add authorized user Connect Cases 02/11/2024 (6]
Closed 34567 Cart lost Connect Cases 01/29/2023 ®
Closed XYYY10 Change of address Connect Cases 01/05/2023 @
Closed EDD589 New card request Connect Cases 12/02/2022 @
View more

BULEREFMREERS AR (450, IVRINHI[A ) IEMRENARFDHEER |, thafld
SEH A% T Amazon Connect B33 RS »

RHERE

RIEFEH Amazon Connect RHIRERERFTEZXEINEFLRE , REIFREEETS , HRRREAN D
WHEBER, IRMTTUAE—IME—HNUBRPREREFRE , HhEEMEXPRIEAER |, Hl
AW BH/AE, HEFHE, EREE. REANECERENBEENE, BULUFHRAEBEE N 318
B Ha i REFERA,

THEERT Agent Workspace, B TEEBYBESHERARE , AEEHNIBHRIAIF AN,
ZREIEFF D ANTBERE,
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(] A& Customer profile [ Cases 2 Windshield damage- claim X 2

(oo o )

Windshield damage - claim

( Status: Closed ¥ )( + Task )( £ Edit )( Assignto ¥ )( Audit history ) @ Associated

Summary info t

Customer was driving on i90 on the way back from work, and a small rock hit their windshield.

Customer name Date created
JaneDoe March 10, 2024, 12:17 PM
— Last updated Policy number
Q +1(206) 577-000 March 11, 2024, 8:01 PM 7017817
VIN Owner’s fault

Il Hold m JHAKA4650JC000403 False

( il Number pad ) Activity feed Comments More information

C Quick Connects ) All activities v A Collapseall
C te task

C B Create tas O | warch 11,2024

@ » Inbound call @© Completed

March 11, 2024, 8:01 PM

e *» Inbound call © Completed

March 11,2024, 2:12 PM

@ » Inbound call @ Completed

March 11,2024, 2:11 PM

GEETTEED
SEL ) E N

HIEWHNBRRAWBHRENRER , RS T RN EZ, BEFERARHEE A4, S0 UE M
BRFEISHEEELBENERAR. SALRRBERRLE. IIIGER. BRABMENINEHERS
BRI R BB

FE oM. WENKE

NENZERBMMNECESEMLE RATFA IS AT R B MEED

oS
. SRR RIS IR RIRAR
- RENANEE

- N, REAYMIEE
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SKES M £ R & FALRAR

MNEBANER T HBENRETORRESHERNMEEKARIXE, Amazon Connect 258 KKV 7 #f T
8, SEH A BE R M L ERY T ERR.

Amazon Connect ™ Agent Workspace t. Contact Control Panel

Dashboards and reports

n
ol Dashboards Service level (Home) @ Real-time metrics Historical metrics Login/Logout report All reports
Dashboards (3) A

.
= Select a ready-to-use configurable dashboard below. Learn more.
"

Conversational analytics dashboard Queue performance dashboard Flows performance dashboard

Advanced set of insights into contact center Foundational set of insights to contact center Foundational set of insights into flow

performance. performance. performance.

L Select Select

Q, Search by dashboard name

TEERTRBEREXESTUERORA, WARRTEETBEFRRENER, —RetE A
ZANNEBUAR SN FUTERT,

i Contact categories 7 i Top 5 movers and shakers 2/
Category Contacts % - Contacts AHT Customer sent... Category Change % Current % Cont... Prior % Cont...
opening-greeting 98% co—— 98,000 00:08:41 3.4 damaged-pack... . +1,067% 21% 4,200 1.8% 27
closing-survey-gre... 87% em— 8,700 00:08:44 3.2 profanity . +250% 18% 3,500 5% 752
account 64%, — 6,400 00:09:05 3.9 billing -76%' 6% 1,200 25% 3,759
sales 48%, o 4,800 00:07:59 31 login |+18% A47% 9,400 40% 6,015
login A7% - 4,200 00:08:25 27 cancelation ‘H 1% 39% 7,800 35% 5,263

A s~

it Top contact categories average handle time 2/

AHT (min)

00:00:00

00:00:00

00:00:00

- ol ol ol i

00:00:00 i l . ]

opening-gre... closing-survey... account sales login cancelation damaged-pack... returns profanity appointment
Prior 15m W 15m
~




Amazon Connect EERIE™

BT LAE A Amazon Connect 2 #T 3HEH4ER R OMEiE , M Amazon Connect FE & fp3E B A B
B, XEHRIBESFEMICRK., BREBEXIED . Ii%ﬁ/EE%“’I‘.{ IR S, BOILAEE A 2 TSR R8I 2
BENRE., ZET7SQLEH , REFNALGRENEL ST ER SN AEZFERNZERERREE
HEE,

Bl , K ATLAER QuickSight ATLIBEEEXN ZRITENEEFNEFAEERS ARG EREH
BLEXH , AASIERZEENER , ARTAMNBEZNLSZRER.

EA LLE B LT out-of-the-box 1R , HWEHFTEENXLURINE ZE T L IR

« KR ERRE
- FERERRE
- BROFHEKRE
- KEFEDFITRE

TEERTBEAFIR “SKEtiEsn” WEER D H RHl.

Real-time Metrics

Queues ’

e e
e T e
Summar ¥ 1 0 0 0 0 1 2 ] 0
Callback queue 1 0 0 0 0 1 2 o 0
Queue 5 1 0 0 0 0 1 1 ) 0
Fun Queue - 1 0 0 0 0 1 2 ] 0
Mate's Queue 1 0 0 0 1] 1 2 (o] a
BasicQueue 1 0 0 0 ] 1 2 0 0
Queue 6 1 0 0 0 0 1 1 o 0
Note: Only queues for which there was activity during the report time range are included in the report. Queues without any activity are not included in the displayed report.
New table =

T—KEFERTXNEAS 4 BSKEESNRVRA D 7o




Amazon Connect EERER

Real-time metrics: VIP Queues Monitoring Queue 4 graphs

Queue 4 graphs
Last update: May 1, 2021 at 03:30:00 PM (PST) E

Timerange Previous 6 hrs to future 6 hrs (UTC) - Channel All Channels -
+ Voice
Service level (60 secs) ~ Chat
Task

09:30 10:00 10:30 11:00 11:30 12:00 12:30 01:00 01:30 02:00 0230 03:00 03:30 04:00 04:30 05:00 05:30 06:00 06:30 07:00 07:30 08:00 08:30 09:00 09:30
am pm

KBS TE A

EEREEEMNPR D , BAMEBERWRIEF THEBE. XN ERHE. TEIANBRRAZIUR
EEAEARKE  MAMRIEBHREEFRS. flW, SEFRIREBETLEZHEREFN RS mREARE
B, A AREBER. XERBTRRHEEENHED,

TERERT ‘BRRAFE THELNKRRENEDH. EBRHATERERINERXERARE , 7
BIERETHERBERANELER, BEFBENMBERANETMRL , URRENES ZAB
EIEEE 2,
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Contact details
® Completed | Last updated: May 20, 2023 u}

Overview Evaluations e
Average for trailing four weeks (Feb 11, 2023 to Mar 4, 2023)

%, Voice Duration: 12 min 24 5 (9:20 - 9:34 AM EST, Nov 20,2022)  Original contact Previous contact Next contact

k8

. R Compliance
Queue Agent Initiation method Disconnect reason Customer phone number

BasicQueue janer (Roe, Jane) Inbound Customer disconnect +20 I 1 00°%

Sales effectiveness

mmar
Summary enerated by Al Show 3 more 0 25 50 75 100

The customer wanted to book two suites at a hotel in Fresno, California for two nights from May 26th to May 28th. However,
the agent did not have any suites available on those dates. The agent offered two king bedrooms instead at $199 per night
plus taxes and fees. But the customer thought the price was too high and decided to search for a better deal on their own.

B This contact This agent avg. All contacts avg.

Conversational analytics

Customer sentiment trend Customer sentiment Talk time
+5
0
5 \/\ — —
00:02:13
B Customer B Negative 33.3% M Positive 0% Neutral 66.7% Customer talk time 17.8%

BUNEREERFIABRRA, MTZHTIERIIRPRITEE  URERIIFTRHERRA. Hlu,
BUNRISHRENBELEYE (FlW ) RITEEMVP , ABRREERITHERRAA , TFEMR.

Filters

Time range: Initiated timestamp ~ August 17,2023 v  Channel  Allchannels ~ [Eobi=laE-iTl Completed [N Add filter w

Contact status 0

Contacts () Inprogress h

P (] Completed
- Contact ID Contact status Initiation timestamp O P I

7dd1e384... Voice Completed Aug 17, 2023, 01:28:1¢
> 8492ee4d3... Voice Completed Aug 17, 2023, 01:27:58 g —— S —
TeldcfbB-... Voice Completed Aug 17, 2023, 01:27:28 pm +17727948428 Billing and Payments

REALUEEEERTHREANERAFAEENENSMER. I, NETUES, 52
PR EAEH TR A
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RENSGHEE

BMEERAZNRI , BUUAEENEARBKRRAFAEE. SINRIFZEK. FHRMPRIZSFUAK
MNERE  MEFVRNAREF. S0 0EXMTEERERMANE (Hl, MAETHER, BRBER
ENEFEMRIE ) , ABAFMEREEITER, BAUERESREC AN LB N ELEES M
HATHERAS

EEARTUER, BHEEBETIIE , WRBIARPOEBREABA TERRI B ERNEWN, Bl

W, TEERY “BRRARE THN RENERX B, TENAMNRITE , AP 3FhA A TEHERER
AV E RN ITER

Amazon Connect [ Agent Workspace . Contact Control Panel [ (7]

Recording and transcript

1

|| +, Al-assisted answer

| Yes
ah A . e e s 1 Em _— s =
The agent's first line of dialogue meets the criteria outlined in the question by
| - thanking the customer for calling, introducing themselves by name and asking
o 0 0:30 1:00 1:30 00 2:30 3:00 330 how they ¢ elp, theref answer is Yes. Here are some transcript
ces pport th ;

[+ 0 2:00
references t
0:02/1:58 Speed: 1x v ‘!n) @ (w!, < ¥ legend @ « “Hi, [Pli]. Thank you

assist you?" (00:02)

any company Bank. This is [Pli]. How may |

Key highlights Issue  Qutcome Show key highlights (I Auto scroll @) Was this answer helpful? dy @

Categories helle-txt  helo-interruption @ Add question note

1.6 When applicable, did the agent try to ask for more details to identify
hello-txt Agent 00:02 the problem the customer called about?
O Yes
Hi, [P11]. Thank you for calling any company Bank. This is [PII]. How may | assist you? O No
(7] Mot Applicable

Customer 00:05 4. Ask Al [ Add question note
Ok. Hi [PI1]. | saw a prome for a new travel credit card and had seme questions about it. 1.7 Did the agent use inappropriate language?
O Yes
Agent 00:13 Q No
4 Ask Al [ Add question note
Of course. Thank you. I'd be happy to help. ®

BMEAEHEWEREXFE , BHNBKREPOATUER B3 1T,

BALBESEERERBKREETRARELEETFERANATRIT . XHAURBERRESTR
B, EAMERNEESRR. CEAUSBEREESTSNAT , Mm AL ITHERE.

EEAER BRRAFMAER NHN KT HBIKREERERR , WTEATR.
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Amazon Connect

Agent is IOOKing at M Agent Application t, Contact Control Panel

-

Amazon Connect

this page on
Amazon.
Recording and transcript
seimerangvin e % ) gt atans —  Daresnviivers x| B e veanmmio [ e Tn s [

amazon

We operate a lot like a set of startups,
embracing invention and creating
stores, devices, and services that our
customers will use, share, and love.

More from Amazon i ta 1
. ’

Customer sentiment is ‘
negative while agent is
looking at the Amazon e st a
page. P i . P
Customar
PN ol bt [RUEI LTI N .ulhmmll.mm- Bl Lis ELCI T TIPS (TS S T P X [ mll
Agan
Al st Al e cimiebil e ikae [ ST ST R T 7 (LI T bt s sty [ YT T [ Yy Inaimmly
o 0030 [k 01:30 o0z00 az30 03:00 0330 D410 04:30 0500 0530 BE;W 0530 n?lm M;Sﬂ

02:20/03:02 Speed: 1x v o @ @ @ <2 Legend @

BRI LUE M SSAE M A E AR YT |, S REBEHEAXNEETXNE, X— /X T EEESZE
BRI,

ZEFEASKSAHERREREFRMMNEZEZNERA, fln, ETEP , EER JUERRBERRTS
BITRENEEXE,




Amazon Connect EERIE™

Aeal- time metrics Agents
Real-time metrics Last refresned: Dec 2, 2019 e easor am (01 O ([ IR

Agents Tirme range: trailing previous 2 hours 0O % A X

ERRERFSNEEAWIRETEXNCCPES , BN, MIITTAGEIERE , HEk
TAE ARSZ B, TRERT EERE

& Avilable - m oA g

Nikki Wolf
© 00:33 Connected call

Agent Jon Doe
© 00:33 Connected call

I o Leave call I

o, REARNEE

A, REANNFERNSRZFY (ML) XEFNIIEE , THBIENG I D EEARTN, 2EMBIER
BEEBENNEZET EBRBENTR. SEEBNTNTHEEXIZERR , ANEARERED
AFEIR, ERIUMAUBRRABMEEER | HRNERNTTHARRERZR , AR IESE
SBENER.

o T FUN REMITRIMEREITRESNER, BUMECEZMEBMNTN , AEFTEERITXREE
MR TN == A 7 SEAEARRTAN future RYER R E M PR E AT E .

Forecast BB RN ETR , W TFEFITR.




Amazon Connect

Contact volume =~

Showing &l queues

8- A

ug 31

2022 [Custom)

Daily -

42221 :
.\,_/\/\
0761
19301
Thu, Jul 7, 2022
| 4 I i D N, -
o Last published forecast
7840
o Lastupdated forecast
&= * Actuals
-3620 - o
w8 87 826 5 w: Actunke [Priog Year) an 10 819 828
Last published forecast ~ ——  Last updated forecast Actuals = Actuals (Prior Year)
L o Sho AN 1last pub 1ore: ual
5030
5227
3464
1700
-63
58 61T 626 75 Ta 2 an 810 ane a2s
/ S =

BENK -
CHEEE—

BNEREESD

BRSNS EREH ONKIFTE (MY T2
)FTEREF 8Ei8 B AR SS 4 5 B #7.

) BFEXR , REAK

> Report settings

Time series data

Learn more

¥ Last computed forecast

¥ Last published forecast

¥  Actuals

¥ Actual (prior year)
Overrides

v Variance @

Groupings

Queues

Channels

Filters

Voice

18 MR,

Tiﬁ?i‘l‘ﬂ]iﬁiﬂo BERT week-by-week HH month-by-month itE, ENSAMNEIREF

HAE

Plan Outputs

MarA-Marm.Zolz Mar 11 - Mar 17, 2022 | Mar 19 - Mar 25, 2022 | Mar 26 - Apr 1, 2022 | Apr 2 - Apr8, 2022 | Apr9- Apr 15,2022 | Apr 16 - Apr 22, 2022

Forecasting Inputs @

Forecasted Contact Volume @ 51719
Forecasted Average Handling Time (AHT), seconds 173
Qutputs @

Required FTEs (without Shrinkage) 99
Forecasted Occupancy % 64%
Outputs with additional input @

Required FTEs (with Shrinkage) 16
Available FTEs 102
Metrics calculated from available FTE input @

Gap between available FTEs and required FTEs 14
Gap % -14%
Required OT % 14%
Required VTO % 0%

, BT RIFIRPEE R

54303

53932

173

128

126

53228

126

126

52421

173

100

63%

124

127

47114

Rows per page: [10 v|

Weekly -

Apr23-Ap 29,2022

51124

176

99

63%

123

1-10 of 10

- ARZE  BREPOLAERRZLBEENRIE day-to-day W IEGRBIBERE ARRHE , LUH
SMEMER, Amazon Connect AIFBENE I E S HEVITRI |
EE BT, BULUBEUATARERMNEREFEITR

72 H & A B9 TR

TH%@AEJEH’JHE%&%IJE?,$1’:JF‘§

22



Amazon Connect EERIE™

- REEXH ( BEALIER )
c ARBREA ( TBAEREBEMNAN B ERBERRAANERE )
« ADFRBRMLSHE

=
=

TEETRT Amazon Connect EE 5 ML = EH A BREZHERHI,

Amazon Connect [0 Agent Workspace Y, ContactControlPanel @& - @ @amazon.com [+

L8 Scheduling
[ Schedule manager Published schedule calendar Shift activities shift profiles Staffing groups Staff rules
@, Amazon Refunds 2nd Forecast Group  ~ | s fpacific, UTC-08:00

p—— [ow ~ [ Trrn 5] Lo ~ | D =P

-
Name and login
T;E staffing group
Staffing Metries: 3 wm 10am 1am 12 pm L i2pm 3pm 4pm spm &pm 7pm Epm 9pm 10pm 11pm
- osaffegMevicsw . d0am o Wlam o AEm e
© Ocaupancy (%) a8 & 74 7 112 03 W2 e 03 13 67 GG 91 8 B 86 B %5 111 34 S0 S5 95 B4 T3 66 68 71 7 126 124 146 130 122 222 213 222 167 %1 157 164 153 154 160 63 12 11 81
Headcount
Service Level - Voice (%)
Uner | God  over
~ c - 0
i id leave
Bailey, Nikki = . e |w“m |Lnnm |wam
= o i o

G Rl |w[,,k |B,, |wm |Lnr|m |wm |m=.-....e

Malon Mary soncon |wm |Br.. |Wurk |Lund| |wm

L, Juan |wm | Br. |Wurk | Lunch | Workc

Jayashankar, Nikhil |wm |ar,, |wm |Lun(l| |wm

Kaimal, Sam |wm< | Br. | Work | Lunch | Work

Rosalez, Alsjandro |wm |ar,, |wm | Lunch |wm

Salazar, Carlos |wm |g,__ |wwk |Lnr|m |wm

Jone, Rany |wqm |Mm |wm<

Ratel, Am:.mﬂrc‘ |Wurk |MEBL |W0'k

Rozario, ﬂcllﬂ‘ |Wnrk | Meal | Work

Doe, Jzu‘l‘n ) |Wnrk | Meal |WDP‘<

Carolin, Svia Ana @ |wm | Meal | Work

Frederick, Samuel | Overtime

R TREBEERETEXHPEIUTRRE.
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Good evening, Mateo
US/Eastern, GMT -05:00
Today Week v € Apr3-Apr9, 2022 B >
< Ap >
Sun April 2022 Tue Wed TH
3 6 7
1 2 Work
9 am 3 4 5 6 7 8 9
Vacation Work
10 11 12 13 14 15 16
10am 17 18 19 20 21 2 23 Break | Non-Productive
10:45 AM - 11:05 AM, Paid: Yes
24 25 26 27 2B 29 30
11 ar
1 Work
1
12p Work !
Work
Lunch
1 pm
Traini ng
Lunch Lunch
2 pm
Work |Wnrk
3 pm
| Hudar
|Wnrk
4 pm
| Hudate
IWDrk

EER  BEEMIZEM
Amazon Connect 2t 7 —IMNE 2N BBRSAFRE , FEEBE/NLIHMAR2LNARAFITER.

MIERERULFEEFNZRFENREROLEER , FAAFATUEAENNER AR RARKEF, L
ENFFsatlR. FRERE (EFE. BRSMS, MENMUWMERE, HE. B4, £5%F ) AL —
WEREMRFRHATHRE. EE, ML, Bab, FHEANDH , XEREEAUBRESLAHERN
WEZEFMBEAAN , NTEHCET AR &R,

AE

- BEERE

D rag-and-drop TAERIZIR 1t

ZEt

Ay R

PR R R

Administrators 24
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BiEEE

Amazon Connect HEBBEIEFNEETENEFHER LR, BRINEEE— T HXEH ARSI EIER
HEEARNME  FELTEEESMNYE, RYUEZNZEASEARRKBLIEEEEE,

BIERSATEELK 10 SMER/MEXBEHEREZBAKS (DID) MEFREESH, EHF 200
ST HUER I B A, BXBE/M5IER , §5H Amazon Connect EH T H.

& X Amazon Connect 12 EBiFINEESIZR |, EZSE Amazon Connect BEER/X BEIER,

% telephony-as-a [RFEX ALV L@ T & , HHBEERH#TEDINFEN KGR,

D rag-and-drop THE#RT2i% 1125

Amazon Connect drag-and-drop JiiEHRM 7T — N ITERE RIS , BUUEATKRERENE, M
{LF A 3L end-to-end FEFMRBMAER, EBFRE , BT RERBEZTNE (IVR) EIXALEA

HR R EF RS , N ERAGHWE step-by-step IERUER, EHEELBREE  URIT
RelZNERBHPITESHAN,

Flows X 5R4E &K AWS Lambda , RAFEHBRESHBE N AK , N1 BZIHITEM AWS RS
( #1403 5% DynamoDB, Amazon Redshift 3 Amazon Aurora ) S5 =75 R4 ( CRMAI IR K = 2
WEERFR ) BRE,

ZEM

TEEAWS REFZE, FNAWS FF , BAUZRT TN REASHEZEHREALNERMHY
BRBAE R OMM KR,

ETHREXZLNBERIFrNESZELR |, 5 HAmazon Connect P L4214,

CIE/N::3 2

WA LABEE 5| BT T E AN RERNN AL BARRITRIASH |, A URA SR EBERE
%, Amazon Connect AIARIREREH TR E , MBZRENERAEN .

BN BB BN 4. REFMENIER , ZUMUBREITREY BLSEE, BRI ER AL
S ITEFRTRE , Amazon Connect AIEERGEHHTY B , TEFNNNARFREHEE, EE8ICH
B RRATURERENBRSE R, EERATNTETREMENRRIARSR , MAR2EETANN
AREFREARE,

Administrators 25


https://aws.amazon.com/connect/pricing/
https://d1v2gagwb6hfe1.cloudfront.net/Amazon_Connect_Telecoms_Coverage.pdf

Amazon Connect BB RIS

HUE RS RE

Amazon Connect AEATFIENEFRMA T —N AWS KSR E3)-F 3584, XFh# 4T BERAE
REMMRAREFE A,

MREEWALEEFTSRIAEMYE , MATLAEA Amazon Connect £ Bk M RIBEEZ AN AWS X5
SOE:K i

it X X989 Amazon Connect ThEER] A M4

AEFH|H T 5 A Amazon Connect ThEER AWS XiF,

AES

« Amazon Connect #Zth [X %I % B9 o] A 1
« REIEXH step-by-stepiEFEa

- RETHEXE=ZNAEF

* Amazon Q in Connect

- DR

« Applntegrations 1% ih X Xl % #9 °] F 1%
s REIXIEH 6 A%

- IXHEE : SMSTXH

- BENSM4

- TREKXiFH Contact Lens A A

- FEXKBHEFFAETAY

o N, BREANFEE

- B XX 5Lk M AN

- NARN., MEFUWHMEEINEE

o EREARIE R

- E%

« RAEIXEHK Voice ID AT A

XX
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EERES

Amazon Connect & X ¥l 5 #9 7] F 1%

X1 & 5

XERE
(FHERE
MM 4k
1)

XEA/L
( HEX
M)

SEM ( FF
=)

T AKX
(BR)

T A X
( Fh
%)

T A i X
(&)

T A i X
(F=)

nEX
( R )

FR M 3t (X
(Exm:
#®)

FR M 3t (X
(%)

X1

us-east-1

us-west-2

af-south-
1

ap-northe
ast-2

ap-
southe
ast-1

ap-
southe
ast-2

ap-northe
ast-1

ca-centra
I-1

eu-centra

-1

eu-
west-2

7 g\
connect.us-east-1.amazonaws.com

connect-fips.us-east-1.amazonaws.com

connect.us-west-2.amazonaws.com

connect-fips.us-west-2.amazonaws.com

connect.af-south-1.amazonaws.com

connect.ap-northeast-2.amazonaws.com

connect.ap-southeast-1.amazonaws.com

connect.ap-southeast-2.amazonaws.com

connect.ap-northeast-1.amazonaws.com

connect.ca-central-1.amazonaws.com

connect.eu-central-1.amazonaws.com

connect.eu-west-2.amazonaws.com

7308
HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

Amazon Connect
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XEEd K& I R Y
AWS us-gov- connect.us-gov-west-1.amazonaws.com HTTPS
GovCloud west-1

(ZEH

&)

RIE TYEXH step-by-stepis @

« XEKRE (HEFRLMILER)
- XEES (BBXM )

« JEM (FFER)

« TAMX (BR)

o WARHEX (FTHNE )

- MAHK (ER )

« TAMX (FKR)

- INEX (HE)

- BOMibX (EZRE)

o BRMNH#EX (183 )

« AWS GovCloud ( EETE )

REIEXE=FNAERF

. ZERD (BB RTMILEE )
.- ZEFESH (BYRM )

. 3N (FE)

- TAHK (ER )

- MAHK (B )

- TAK (&R )

- TAHK (FR)

. &K (HE)

- RMNHIE (E2EE)

RE T EXH step-by-stepsr 28
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- BMX (%)

Amazon Q in Connect

. ZEFL (FHZRIMNILLE )
. ZEFED (RYRM )

- TAMK (ER )

- WAMK (FF % )

- TA#K (ER )

- TA#BK (FE)

. &K (RE)

.« BMBIX (ELEE )

. BN (£3)

(® Note

WA#X (ZRIE ) B Amazon Connect SEBIEAT At X ( /R ) B Amazon Bedrock, I X
#[X ( #hN ) B Amazon Connect SEAIERAL KX ( &fE ) ¥ Amazon Bedrock, FIEH
ft2 Amazon Connect SE6I7E & B kYt X &£ F§ Amazon Bedrock,

o AT B AE

. ZERE (FERTMILE)
. ZETEE (BRBRM )

o I (FEH)

« TAK (ER)

- WA (FF % )

- TABK (ER )

« TAK (R )

. &K (HE)

.« BOMIX (E2EE )

Amazon Q in Connect 29
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EERES

o BUM#X (63)
« AWS GovCloud ( EEAZB )

Applintegrations & ith X XI| 23 kY 7] A 14

X1 & #5

KERER
(FHERE
L 4E
&)

XEAELR
(Hm#EKX
M)

IEM (FF
EH)

T A3 X
(ER)

P A 3 (X
( ®rhn
%)

TP A 3 (X
(EE)

TP A 3 (X
(RR)

EX
(&)

X5

us-east-1

us-west-2

af-south-
1

ap-northe
ast-2

ap-
southe
ast-1

ap-
southe
ast-2

ap-northe
ast-1

ca-centra
[-1

I =R
app-integrations.us-east-1.amazonaws.com

app-integrations-fips.us-east-1.amaz
onaws.com

app-integrations.us-west-2.amazonaws.com

app-integrations-fips.us-west-2.amaz
onaws.com

app-integrations.af-south-1.amazonaws.com

app-integrations.ap-northeast-2.amaz
onaws.com

app-integrations.ap-southeast-1.amaz
onaws.com

app-integrations.ap-southeast-2.amaz
onaws.com
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CreateCase, SearchCases, UpdateCase, 10
AssociateContact, ListTemplates, CreateRel
atedltem, SearchRelatedltems

CreateField, ListFields, CreateDomain, 5
GetDomain,CreateTemplate, BatchPutF
ieldOptions, CreateLayout, UpdateLayout,
UpdateTemplate, UpdateField

BatchGetField 25
GetCase 15
GetTemplate, GetLayout 20
ListFieldOptions 15

Amazon Connect B2 ZBR 4 IR 55 APIBR HI Bt &

Amazon Connect R IRERBERIARZRKCXNIH , TRZAFNSH , A2 EREFIX 58, Bl
m :

- MRRBFE-KFNARAFREER , WEMNEERXZE - REFERE.
« MENE—KFHRERMRIETZMER , WETBRAZE—REFER,

£ Amazon Connect [RIZERERTAPI , WM ERBBHINUTHRE
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https://docs.aws.amazon.com/contact-lens/latest/APIReference/Welcome.html

Amazon Connect

EERES

« ListRealtimeContactAnalysisSegments: a RateLimit &% 1 NER , a 7 BurstLimit 8% 2 M&

-}2\
“dNo

- ListRealtimeContactAnalysisSegmentsV2 : a RateLimit &% 2 NMER , a &% 5 BurstLimit NE

-}2\
“dNo

Amazon Connect & F #4ZRAPIBR & it 51

API

ListDomains

GetDomain

CreateDomain

UpdateDomain

DeleteDomain
ListProfileObjectTypes
GetProfileObjectType
PutProfileObjectType
DeleteProfileObjectType
ListProfileObjectTypeTemplates
GetProfileObjectTypeTemplate
ListIntegrations

Getlntegration

Putlntegration
Deletelntegration

ListldentityResolutionJobs

BRIATP SR 7t PR
5

5

API BRI BLER
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https://docs.aws.amazon.com/contact-lens/latest/APIReference/ListRealtimeContactAnalysisSegments.html
https://docs.aws.amazon.com/connect/latest/APIReference/API_ListRealtimeContactAnalysisSegmentsV2.html

Amazon Connect EERER

API BRIATPSBR 7 FR
GetldentityResolutionJob 5
GetAutoMergingPreview 1
CreateEventStream 1
ListEventStreams 5
DeleteEventStream 5
GetEventStream 5
CreateCalculatedAttributeDefinition 1
GetCalculatedAttributeDefinition 5
UpdateCalculatedAttributeDefinition 1
DeleteCalculatedAttributeDefinition 5
ListCalculatedAttributeDefinitions 5
CreatelntegrationWorkflow 5
DeleteWorkflow 5
ListWorkflows 5
GetWorkflow 5
GetWorkflowSteps 5
SearchProfiles 100
ListProfileObjects 100
GetMatches 100
GetSimilarProfiles 100
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Amazon Connect

EERES

API

ListRuleBasedMatches
GetCalculatedAttributeForProfile
ListCalculatedAttributesForProfile
CreateProfile

UpdateProfile

PutProfileObject

AddProfileKey

DeleteProfile
DeleteProfileObject
DeleteProfileKey

MergeProfiles

TagResource

UntagResource
ListTagsForResource

ListAccountintegrations

ERIATP SR 75 BR i
5
100
100
100
100
100
100
100
100
100

100

100

Amazon Connect H 4]~ & R 5| RS APIE HI Bl &

HuGES PRFBIFR R R MXFIRERN , MARRAFMXHIREN, H:

« MRERBR-K/NFRAFREER , WM EERZE-MREIFEE,
« MENE-—KFHRERMRETZMER , NENERAZE - REFER,

L& H B Amazon Connect U5 5 R 5 RS ITAPI , B R BERHBHELLTSEERA :

API BRI BLER
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https://docs.aws.amazon.com/connect-outbound/latest/APIReference/Welcome.html

Amazon Connect BB RIS

LA TFAPIsRE#® 1 RateLimit MBS |, a 8 BurstLimit 8% 2 MER -

* CreateCampaign

* DeleteCampaign

» PauseCampaign

* ResumeCampaign

+ StartCampaign

+ StopCampaign

* UpdateCampaignDialerConfig

* UpdateCampaignName

» UpdateCampaignOutboundCallConfig

» ListTagsForResource

» TagResource

» UntagResource

LLTFAPIsRE# 5 RateLimit NM&ER , % 10 BurstLimit ™MER :

+ GetCampaignState

* GetCampaignStateBatch

» ListCampaigns

5t F PutDialRequestBatchAPI , BR&IE & A EH 10 MER,

¥t F DescribeCampaignAPI , a RateLimit 3&F 25 MEK , a 7 BurstLimit % 35 MEK,
NFrrEHMIRE |, a RateLimit AEH 2 NMEKR , a F BurstLimit B8 5 MR,

Amazon Connect 2 5%& IR APIBE FI Bl &1

XF Amazon Connect 25 &Rk , BMFIRZE=HITTERN.,

M IR MEFHAmazon Connect 5 & RS EHAP] , BRI ERBIREI N A THE

+_GetTranscript: a RateLimit % 8 P& . a BurstLimit % 12 P EFR,
API |

CompleteAttachmentUpload: a RateLimit 8% 2 N&K , a BurstLimit &% 5 ™MEXR,
CreateParticipantConnection: a RateLimit % 6 N&K , a BurstLimit 8% 9 ™MK,
DisconnectParticipant: a RateLimit 8% 3 &K , a BurstLimit 8% 5 MEXR.,

GetAttachment: a RateLimit &% 8 N&EK , a BurstLimit 88 12 MEXR.,

82


https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_CreateCampaign.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_DeleteCampaign.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_PauseCampaign.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_ResumeCampaign.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_StartCampaign.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_StopCampaign.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_UpdateCampaignDialerConfig.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_UpdateCampaignName.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_UpdateCampaignOutboundCallConfig.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_ListTagsForResource.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_TagResource.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_UntagResource.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_GetCampaignState.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_GetCampaignStateBatch.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_ListCampaigns.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_PutDialRequestBatch.html
https://docs.aws.amazon.com/connect-outbound/latest/APIReference/API_DescribeCampaign.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/Welcome.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_CompleteAttachmentUpload.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_CreateParticipantConnection.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_DisconnectParticipant.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_GetAttachment.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_GetTranscript.html

Amazon Connect EERER

- SendEventfl SendMessage : a RateLimit 8% 10 M&K , a BurstLimit % 15 MEXR.,
- StartAttachmentUpload: a RateLimit &% 2 NM&3K , a BurstLimit 8% 5 MEK,

Amazon Connect 1B F ID RS APIBR I & &1

API ZRIATPSPR 7 R %I
EvaluateSession 60
1T APIls: CreateDomain, DescribeDomain, 2

UpdateDomain, DeleteDomain, ListDomains

BatchAPls: StartSpeakerEnrollmentJob
DescribeSpeakerEnrollmentJob ListSpeak
erEnrolimentJobs, . StartFraudsterRegi
strationdob, DescribeFraudsterRegistrati
ondob, ListFraudsterRegistrationJobs

ListSpeakers 5

DescribeSpeaker, OptOutSpeaker, DeleteSpe 10
aker, DescribeFraudster, DeleteFraudster

TagResource, UnTagResource, ListTagsF 2
orResource
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https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_SendEvent.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_SendMessage.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_StartAttachmentUpload.html

Amazon Connect EERER

Fr a4 A Amazon Connect

® Tip
BRAARVIARHADIEDFZRNELF TS , S H Workshop Studio #J Amazon
Connect AWS &/

ER LT SRR B ERNERR P Do

1. 812 Amazon Connect 324, EAKFIRBEERRAPOEXNIIERRIRE, BAIEE
TR EBRAFK, , ENBERPORREZRBMHATHLTFW | HEFEREGFEHELHN
Amazon S3 FEBHMME.

2. AIEH Amazon Connect SEHNE BB E R OBEFESE, MREBEANIEST , HEREMAWS Al
NEBIESE | HEFEYFHNBIESIEEAER Amazon Connect, IR R EREMBH S |, BiL
BERE—NSH , LELSTUEESFENSBERMT RN E Amazon Connect HHEERRF 0,

3. £ Amazon Connect 1% EH. SIZRAFIFEEHEEXH , HiREREDNER, EHEE X
hOECEENERANEE B8, WK, F5RX=E, BETEEEENURNEES D
RKAES,

4. Amazon Connect TR, BIURRENEFMNBELAFEARKRPONGEER, ENRENERT
BE. IXNES , IFSFEENRITENEN. EEUBRRHAGERERN | B RHM MM H
TFiEE. BXANES.

5. 7"AF (BMEHNARBNER ) HEEHRE, IEINEEIE— M EHEEENXH , EEMIZ
FARBELREHBEE , HREMMNMWBRREET/ERE., XS , BSEEHEPRMNE
Amazon ConnectM#E Amazon Connect 1% B BRI BL & B ORI,

6. MERZFEANRIK , RIS REASHIEXBHEASAELOEF WA AREFE Amazon Connect
MRXEZ, BXEZEL , 5 £ Amazon Connect Fi&EZE B I X%,

A& SRR
FALUEN STURER AR RO, S FRETHAREEANLNHNSE -

1. £/ Amazon Connect BV IRFREFHTH, BIEXMNEAEEIENXE, XRLEW LS
SEFABBMBINRHN—HER, ¥ TEENE , FERPREFRE., N TWRNE , HEXH
FARERE.
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https://catalog.workshops.aws/amazon-connect-introduction/en-US/introduction
https://catalog.workshops.aws/amazon-connect-introduction/en-US/introduction

Amazon Connect BB RIS

BT RIS EITE , S 1E Amazon Connect B RIES, B R E &% ESLmtiaE,

2. ¥ Amazon Lex BEzhi2F A NZ] Amazon Connect, EEMNEXZ B OFEA Amazon Lex , LUR A B
B, Blan , NS ATUEN KRB EEZCEBARES , ETLXIEI%EgFE’J-% &) &,

MR ENELIRE

EEUTRFBHELIRE .

» Amazon Connect FBk R A2 HIEMRE ST (CCP)
« Amazon Connect : B R EE /T

« Amazon Connect : 812 FEE Amazon Connect <4

« Amazon Connect : £ Amazon Connect FSEHERI K

» Amazon Connect : £ Amazon Connect F3EEFES

#FE : Amazon Connect &4t

ER D PR HIE B E BB ETT A5 Amazon Connect, iX 53072 B 55157 B IR B 58 — N3, H
RRGIEZ M RAL ; FESiH B M{TRE IT Help Desk Bx X /O BAEA Amazon Lex R #IThEE,

HIRTHEEMTRARBESEAXLEHE.
TR

o — MNAWS K, MBBEEBKF |, 57 aws.amazon.com LI —NKF,

TENZAE

MRESTENHE |, FIARESTNHEHNENPDFENR , I TFER.
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https://explore.skillbuilder.aws/learn/course/external/view/elearning/12303/introduction-to-amazon-connect-and-the-connect-control-panel-ccp
https://explore.skillbuilder.aws/learn/course/external/view/elearning/12328/amazon-connect-introduction-to-the-administrative-interface
https://explore.skillbuilder.aws/learn/course/external/view/elearning/12304/amazon-connect-creating-and-managing-amazon-connect-instances
https://explore.skillbuilder.aws/learn/course/external/view/elearning/14504/amazon-connect-implementing-chat-in-connect
https://explore.skillbuilder.aws/learn/course/external/view/elearning/14209/amazon-connect-implementing-task-on-connect
https://aws.amazon.com/

Amazon Connect EERIE™

> Administrator Guide

What Is Amazon Connect?

Mh

Amazon Connect is an omnichannel cloud contact center. You can se
customers.

LTI FT T — N PDF AR ASHY 32RS, 3% Ctrl+Hom e IREIZIFFKPDF |, RAEE TR EI B F. EREITH
AT HE,

t

AEN
« REIREY Amazon Connect SE4|

o EFPRE S MR AK R4 Amazon Connect
- ERAIE IT #BI& Amazon Connect

W E/REY Amazon Connect 2451

B LAE Z 4 Amazon Connect 3£, BNMNXRHIHBTEERRFOMEXNMEERR , HINEESH,
JE [ T = FNRA B

FEARHES |, BFITFF Amazon Connect , 81— Amazon Connect 543 B i& 7] I F MU iR AV EB.1F
£,

&

- %12 . B3 Amazon Connect

- F2% : BIESE

- B3H AWK HIRGBIESH

% 1 & : B3 Amazon Connect

L FBRISGE| SYR7E AWS 34 & B3 Z] Amazon Connect , $R/53TFF Amazon Connect 3244
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4.

R AWS 1k P& FRAWS EEEE|A (https://console.aws.amazon.com/console).
£ AWS EEZEH AN TNEINE , EFRS TRXEE,

& c @ @ @ https://us-west-2.console.aws.amazon.com;

Services v Resource Groups + *

e

EEZRES |, # A Amazon Connect,

<« = C ‘Q’ @ & https://us-west-2.console.aws.amazon.com/resource-groups,/groups?re
ElWE\T Services - Resource Groups ~ *
"

History

| Amazon Connect

Console Home
1 Amazon Connect

Amazon Connect is a cu@ct center that enables engagement at any =scale.

Amazon EventBridge
Serverless event bus that connects application data from your own apps, Saas

%3 Amazon Connecto

WMRIXEEEHIREFE Amazon Connect Z4l& |, NFE A TINGE R E,
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https://console.aws.amazon.com/console

Amazon Connect BB RIS

HES Services ~  Resource Groups ~ ; [\ Test ~ N \Virginia ~  Support ~

Amazon Connect

Amazon Connect makes it easy for you to set up and manage a customer
contact center and provide reliable customer engagement at any scale. With
Amazon Connect you can deploy a customer contact center with just a few
clicks in the AWS management console, on-board agents from anywhere, and
quickly begin to engage with your customers.

5. IEFEITA,

REL | BIXBNH15E T Amazon Connect, BRI LAERMEEBEN S BRFKIEXZNBIEM AWS RS,

®BEE 25 BIESA,

B2%  plEKA

1. 1£ Amazon Connect E#IBx R OSLHITIE L |, B HRMEH,

2. HERESHREMNHGRNRURLES , AIEHNEFRBA—IPE—NER. fln, TRER
mytest10089 ¥EN B M. N ENEHIEFRHMEN, REEET—F,
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Amazon Connect Create Amazon Connect instance
Step 1 . .
enti tidentit

Set identity Se d € y

Sl Identity management

Step 3 © Store users in Amazon Connect
Create and manage users in Amazon Connect. You cannot share users with other applications.

Step 4 . e .

< Link to an existing directory

Amazon Connect uses an existing directory. You create users in the directory, and then add and configure them in
Amazon Connect. You can only associate a directory with only one Amazon Connect instance. Learn more [/}

Step 5
SAML 2.0-based authentication
AWS supports identity federation with Security Assertion Markup Language (SAML 2.0). This feature enables single
sign-on (SS0) so users can log into the AWS Management Console or call the AWS APIs without you having to create
an IAM user for everyone in your organization. Learn more Z

Access URL
Create a custom URL. Use this URL to log into this instance of Amazon Connect.
Choose adifferent | o | https:// mytest10089 .my.dev.us-west-2.nonprod.connect.aws.a2z.com
name for your instance.

3. ERMEERTEL , 3 Amazon Connect MINFTNEEBRIKF ., 5 LK F 565 65 A 1 — 159
BPRB FEWEHURL, EBET—F,
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Amazon Connect

Amazon Connect Create Amazon Connect instance

Step 1 - .

Set identity Add administrator
Step 2

Add administrator

Step 3

Step 4

a. AF&BFRL

Add administrator

Administrator - optional

© Specify an administrator

Specify an administrator for this instance of Amazon Connect. The administrator will have full permissions to access all of

Amazon Connect,

No administrator

First name

Jane

Username

o janedoe

Password

Email

B Amazon Connect &%, X9 K/NE,
b. ZBBLHIIE 8-64 NE/F2E , EVEAE—NMNKEFZR, —MEZBN—IMF,

Last name

Doe

Password (verify)

Cancel Previous

4. HREBEREL , BIRMANREUARTFREMER, EET—F,

Amazon Connect Create Amazon Connect instance

o Set telephon
Set identity p y
Step 2

Add administrator

Step 3
Set telephony

Step 4
Data storage

Step 5

5, HBEF#RIEL A BEIRAREHEET-F.

Telephony Options

Choose whether your contact center allows inbound calls, outbound calls, or both.

Allow incoming calls

Allow outgoing calls

s

Cancel Previous m

RERE Amazon Connect 3545
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Step 1
Set identity

Step 2
Add administrator

Step 3
Set telephony

Step 4
Data storage

Step 5

Amazon Connect » Create Amazon Connect instance

Data storage

v Data storage

Call recordings, scheduled reports, and chat transcripts are stored in a 53 bucket that is created for you when you create an Amazon
Connect instance. The stored data is encrypted by the AWS Key Management Service using a key specific to your Amazon Connect instance,
Contact flow logs are stored in Amazon CloudWatch Logs in a log group created for you.

(@ Amazon Connect permissions
By choosing Next, you are granting Amazon Connect permission to:
* Read and write to your S3 bucket.
* Read and write CloudWatch Logs.
» Encrypt your data.

Connect data
Your Connect data will be stored in this 53 bucket:

amazon-connect- »/connect/mytest

Contact flow logs
Your contact flow logs will be stored here in CloudWatch:

Jaws/connect/mytest 3 Copy

Enable Customer Profiles
Customer Profiles uses your customer data, including Connect contact history, to identify and help
personalize contact flows and your agent's interactions with contacts. You can further customize
your Customer Profile domain later, including adding more data sources and changing data
encryption settings. Learn more

Customize data storage (advanced)

6. EEHKMEIRRMEL , EFIEKH,

RERE Amazon Connect 3545
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Amazon Connect

Add administrator

Step 3
Set telephony

Step 4

Data storage

Step 5
Review and create

Amazon Connect Create Amazon Connect instance

Step 1 -

S Review and create
Step 2

Identity management

Storing users within Amazon Connect

https://mytest18889.my.dev.us-west-2.nonprod.connect.aws.a2z.com

Add administrator
First name
Jane

Username

janedoe

Password
FEFEREEE

Email

dfaigel@amazon.com

Last name

Doe

Password (verify)
FEEXEEEE

Telephony Options

Allow incoming calls

Your contact center can handle incoming calls.

Allow outgoing calls
Your contact center can make outbound calls.

You can set which users can place outbound calls in user

permissions.

Data storage

Data
Encrypted data will be stored here:

amazon-connect-358b684adbds/connect/mytestle8ss

Contact flow logs
Contact flow logs are stored here:

faws/connect/mytest1@es9

Create instance

7. BIEXHE  EFEITHRER.

RERE Amazon Connect 3545
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Your mytest10089 instance has been created.
You can now choose phane numbers, accept calls, and engage with your customers.

Amazon Connect Instances

Amazon Connect instances

Q
Instance alias v Access URL[A v Channels Create date ¥ Status v
mytest10089 https://mytest10089.my.dev.us-west-2.nonprod.connect.aws.a2z.com Inbound, outbound telephony 6/28/2021 @ Active
instance-example01 https://instance-example01.my.dev.us-west-2.nonprod.connect.aws.a2z.c... Inbound, outbound telephony 6/28/2021 @ Active

8. EXBEA Amazon Connect TWE L , &R Bk,

Welcome to Amazon Connect

We're excited to provide you a reliable communication service that connects with your customers.
Our first order of business is to help you claim a phone number. Are you ready?

\ Skip for now

9. RIEH AT Amazon Connect ZH|EMR. BHEHIEFR (A BE ) FEREURL, £Ml%
SXE,
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my.connect.aws/home

Amazon Connect

g Dashboard

all
Configuration guide

&
N Now that you have Amazon Connect setup, it's easy to manage your contact ¢
o— through the basics of configuring Amazon Connect for your business.

A

2 |:| 1. Explore your channels of communication
Claim a phone number in order to receive and make calls.

LB
Engage more visitors in interactions with chat.

A~

a. IBMIEHIB B FHE—2B2URL,
b. SM¥HE,

HRELR | BHSHIEEE |, HFELIEAT Amazon Connect 34l £, #Z 5 3 5 . NEHSEHI
R4 R RS,

F 3L NIENEPIRTEFSH
EWLTRAP | BFRE—NEIESTE , LMEIRXA Amazon Connect,

1. 7£ Amazon Connect ¥ % + | EEFERE, BHEFSHE,
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Dashboard

Configuration guide

Now that you have Amazon Conne

@ 1. Explore you

Claim a phone numk

Engage more visitor]

Channels

Phone numbers

Chat widget

Task templates

2. AEEEHESHIENAN , EERAS,

Amazon Connect [+ @ English-  t_

Manage Phone numbers

£

" Y Search by Phone number Release

No results were found

3. &FEDID (EEMAKS )&+, FATHAHNERENERMBX, MREEXE , MATLNA
SHEEMENXS  IRAGENTRZESHNITASH, SRESNMEFSHE , BEEP—
MNEBRIES,

Claim Phone number

DID (Direct Inward Dialing)

Country Prefix (optional)

B +1 - 425

@ [+1425 \
+1425-
+1 425-
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4. BTUBESE, EXAHENEH , SFRITLBEFESE,
5. HEHEDMES , BALTER : WSBHEN A,

Description

this number is for testing
Contact flow f IVR ’
Sample inbound flow (first contact experience) ] v

3 3

6. 7E Flow/IVREEH , FE TR ETL , ABEFRAWLRERS ( BREAKR ),
7. EERE

RER | BEREXRFIHPAM T EIESB, WE , B LMEE Amazon Connect RV R FEH T
FRT. &R &N EZ R KAELR RF Amazon Connect,

18 F MK 453 R 45 Amazon Connect

ANTEFTHREFNEFWBEZINHRER , S ERHITEMAFTRAER TN IX gL,

AHREOERTIOMEERIMEARZRAZFIER (CCP), CCPRERAR AXREZNERTZT MR
BRAR AR T,

FRFM
RYRRRIHBEN 0. WRESWMITHE 1, WARRITEHRE ; BN , BFFEE

o —AAWS K/

« BEEZEH Amazon Connect L4

+ —“N Amazon Connect B2 5 Ik
- ERYGINBIESH

1 M B B A B K 4436 7Rl Amazon Connect



Amazon Connect

&
c F1H  ABEFTKRREA
- 24 FERCCPRAZEHRIEKRA

A\l

A\l

£145 AEBEFHRRA

1.

£ Amazon Connect $ii3X#£ £ | EEEHIHER,

Amazon Connect

Dashboard

Y Search by Phone number

B rhone Number

EEFIERTEL , EENHBR,

@ 1. Explore your channels of communication

Claim a phone number in order to receive and make calls. Learn more

Engage more visitors in interactions with chat. Learn mare

FEN B RTE L, EEBERRAZESIER,

“a

Activate the Contact Control Panel
to start testing chat from the
perspective of your agents.

MRFNBRRRERTFRRRGRANR , HEEF R

View phone numbers

Test chat

1 HP B B K 443 7R 5] Amazon Connect
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Amazon Connect

* Amazon Connect - Test Chat

d & https://mytest88.awsapps.com/connect,/test-chat

Will you allow mytest88.awsapps.com to use your
I:':I micrephone?

Microphone to share:
\ Headset Microphone | ~
[+] Rermember this decision

5. MENLR[RBEREATEH , HRERY

* Amazon Connect - Test Chat

(== https://mytest88.awsapps.com/connect/test-chat

Will you allow mytest88.awsapps.com to send
notifications?

Learn more...

Allow Motifications Mot Mow W

6. ENHAPCCP , HERNRSREN “ATA"

1 HP B B K 443 7R 5] Amazon Connect
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Amazon Connect

e~ I

Available  —

Welcome Jane

B Quick connects

. Number pad

7. RFNRITEZARAZWEESE, RERICTHBESE , JUEERE, BESHRERK

To

8. HMEHPMEMY A Amazon Connect B | T4 1 HERAFIREFE | 2 2...” , X2 Amazon

Connect BINZ1THY AVHRRAl, EARABENEH , BN ERIRE.
9. TLERFIAMRARA SR, EEERERE , BRI, 1. 1,

10. £ CCP , ®EFEHEZ I,

1 HP B B K 443 7R 5] Amazon Connect
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Available

Incoming call

0
1. EREIRESEFELBKRMNHCCPHE T,

Available n. B o

+1
© 00:32 Connected call

Il Hold

{ W% Mute 1

‘ i Number pad ‘

‘ B Quick connects ‘

‘ B Create task ‘

l +4 Endcall

12. #%&# End call (45 RFE),

WIE , BRRALLT “BRRE I (ACW) RS, tEt , EFE AT A —E/RER AN A,

1 HP B B K 443 7R 5] Amazon Connect 100
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Available n- B O

+7 .
© 00:37 After call work

Close contact

13. BEXABKRA, XQUEFERLFMKRARE | HETS —PMRRAKRE,
WEREF | BELBEE—MEFTHRRA

® Tip
ERERER , B LUEN AR TTEINERH £iERPRCCPM Amazon Connect #£#l & £ FAT{Z
==k

- & Amazon Connect - Dashboard X [iadd
&« ¢ @ & httpsy// wsapps.com/connect/home e In @ » =

Amazon Connect Jane » @& English~

-

M Dashboard
+ Configuration guide
oo Now that you have Amazon Connect setup, it's easy to manage your contact center reliably at any scale. Following these steps will guide you

through the basics of configuring Amazon Connect for your business.

IEEER
®REE 25 . ERACCPHRAIEHIRERR A LUK AL B RERR Ao

1 HP B B K 443 7R 5] Amazon Connect 101



Amazon Connect

E 25 FRACCPRAEMRERRA

ELSR1F, BEABRRAZHEMR (CCP) REBEFTHKRA, ZFRYD , BFHKMFAFERACCP
KREBBRERR Ao

1. WREBRREEZERTE 15 ABEFTHKREA, NREEXETHEHE 1, BATRHEE 1.
2. ENEHBXRTEL , ERHXSBFHEIK.

Hello there! Click here to start
testing chat from the
perspective of your customers.

-0

3. ROIAWRBZEEEH— NS, Wit BANEFHHREAEE , EEFEBZER. f
wm, REERPEERNED,

Hi there!

This is an example of how customers
experience chat on your website

minutes. A
SYSTEM_MESSAGE 11:30 AM
These messages are from the You are now being placed in queue to

—

Sample inbound contact flow chat with an agent.

Customer Sentat 11:31 AM
| need help resetting my password

B I;:

(==

End chat

4. FERCCP , #ZEANBK,
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Available v L m ¢

Customer Incoming chat §J}

Accept the chat.

5. EACCPEEF RIEWMKHEE
6. TRHIRE , ARERHR, RBFHEPCCP , BEENRREA.

ARELR | BB EH Amazon Connect 31T B K BY Bt

BTk, 2R #F2 3 BURE IT Help Desk, ©fFiHBAMMRERA. ¢@% , RAENRXEEES
B R4KL, 33 EH612 1T #BIE Amazon Connect,

EF eI 1T #BhE Amazon Connect

ARYHEN B WML IT Help Desk, ©i%88 T 282 Amazon Lex B RZFREHEZFREMNE
Ho #TX, AMUE—NR , AERAEF R ANEE B EERAS,

FTRFM
FYRRARIHBEN -8, MREESHTHE 1, WARTAHE ; &N , BREFE

« — AN AWS Ik
- B EER Amazon Connect 3£
« —“ Amazon Connect B & Ik~

- EFRGINVERIESH

&
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« 1% : 8lZ Amazon Lex BFEF
o I8 2 : [@ Amazon Lex BEI R F R IR

- £35  RERH

c B4LHEBR

- B5Y BREARSELLESH

- 265 WHABEGEFEMHRAR

%1% : Bl Amazon Lex BEIEF

MNREYEF , ISR B ERENEEEES. AARHANMERA G EFERATHE T
Help Desk WRE, fH/E , BIMEAFF RS FEKBA S EBEAS,

EHEMNHES |, BEEH Amazon Connect 2#| &, EAZIEH |, [ LAEH Amazon Lex 25| &1%
EBIEF

LA REBFENEBD

AES

- ¥ 155 : 812 Amazon Lex BFREF

- £285  FERFME Amazon Lex B REF
« 385 HEMNN Amazon Lex HBIREF

£ 1245 : tlE Amazon Lex BT

WS BRBEXZEERITH Amazon Lex B &l5 ., MRE 2B ELIE Amazon Lex BIERF , MEH
SHREKSIHPHNSREBHTE.

1. EFRLUTEEEITIF Amazon Lex 2#18 , HEURLEERHIMER KR F M/ A  https:/

console.aws.amazon.com/lex/.

2. MBRXEEEXEE Amazon Lex BFERF , BBRFHRER. NRTR , ERELEA
Amazon Lex #Z&IHEIR T -
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Amazon Connect B RiEmE
Amazon Lex X e Bots l
Bots
‘ Bots (0) Info [RTSRAl  Create bot
» Related resources
Q
Return to the V1 console
1 @
- Latest Last
Name & Description ¥ Status ¥ -
Version ¥ updated ¥

No bots found

Create bot

3. ERGIEZABIER.

Lex

Step 1

Bots Create bot

e Configure bot settings

Creation method

O Create a blank Start with an Start with
bot example transeripts
it t ha Aut

pr od
languages, intents,
and slot types

4. WMAUTER:

s NBESABH-ERHKEF , BB A B HelpDesko

Bot configuration

Bot name

HelpDesk

Maximum 100 characters. Valid characters: A-Z, a-z, 0-9, -, _

Description - optional
This description appears on bot list page. It can help you identify the purpose of your bot.

Test bot for tutorial.

A

Maximum 200 characters.

o IAMIPR : iR 02 BB EAK Amazon Lex R AR,
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IAM permissions info

IAM permissions are used to access other services on your behalf.

Runtime role
Choose a role that defines permissions for your bot. To create a custom role, use the 1AM console.

© Create a role with basic Amazon Lex permissions.

Use an existing role.

(@ Creating a role takes a few minutes. Don't delete the role or edit the trust or
permissions policies in this role until we've finished creating it.

New role
Amazon Lex creates a runtime role with permission to upload to Amazon CloudWatch Logs.

AWSServiceRoleForLexV2Bots_

+ COPPA— EENBFARER (JLEELKBALRTFE) AR,
- ZHRSEEN - ERBIEFEERREZNEEHFS KN AT ERETWITH A,
5. ﬁj:%-lt_ﬁo

6. EMBEIEFFMMESNEL , RRENEIEFEEFUSTBENEANESNIEST. Amazon

Connect B ERIAFE F = Joanna.

Add language to bot

v Language: English (US)

Select language
English (US) v

Description - optional

#
Voice interaction
The text-to-speech voice that your bot uses to interact with users.
Joanna v
Voice sample
Hello, my name is Joanna. Let me know how | can . Play

Intent classification confidence score threshold

0.40

Cancel Add another language m
7. EEZEK.

BE 5E 2 5y FERBIE Amazon Lex B REF.
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25y FERRBIE Amazon Lex BEHEF

ERREAFERTHRE, EltBo+  mEzRFENTRNINEE. SMNENESRTAFFY
Help Desk By —NRE : 255 8 & M & R,

1. 7£ Amazon Lex #ZH &8 “ERFE B2 , W ALHNEE B PasswordResetfE N RN EE A&
o

Amazon Lex X Lex All languages Language: English (US) Intents Intent: Newlntent
¢ Back to intents list Draft version v (@ English (US) has not built changes Build Test
English (US) w ' m
Q
Sort by last updated v Intent: NewlIntent .«

An intent represents an action that fulfills a user's request. Intents can have arguments called slots
wintent that represent variable information.

Fallbackintent

_ » Conversation flow info
All intents list (2)

v Intent details info

Intent name

[ T r——

aximum 100 characters. Valid characters: A-Z, a-z, 0-9, -,

Description - aptional

A test intent for tutorial

Maximum 200 characters,

1D: MIUBX2J31W

v Contexts - optional

Input contexts

I Editor Visual builder New

2. RPERHIEERRD .
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Sample utterances (2) o

Representative phrases that you expect a user to speak or type to invoke this intent. Amazon Lex extrapolates
based on the sample utterances to interpret any user input that may vary from the samples. The priority

order of the sample utterances is not used to determine intent classification output.

Q Sort by added (ascending) v

Preview Plain Text

| forgot my password

reset my password

‘ Add utterance ‘

Maximum 250 characters.

BARTIC T D , RAEEFERMNEE. RAEFMMEERNED , RARBRERRNEE,
EEFREFEE,

EEMSMXE L | EEMERRESIX.

EEMNSMEE L |, EFEEIEESIXR.

Amazon Lex / X

{ Back to intents list

o o b~ w

Q

Sort by last updated v

PasswordReset
Fallbackintent

All intents list (2)
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7. BEBRAMEER. BRNEER" , RFIETEE FHNetworklssue, [6 TR0 T E FH RN T RBIE

15

« BEEHRIME
- RNEFERHEEFA

STRE , BEE % 3 Er  WENNE Amazon Lex BaIEERF

% 3 : WEFMNIE Amazon Lex BEIEEF

HEMNRENEIEF  BREELER BB RMYLESE THE,

A
1. 7 Amazon Lex £H|aH , EHEHE, WEIEURFE-—Mo T 8T
Amazon Lex » Draft version ¥ (@) English (US) has nat built changes. Build Test
English (us) v | (EIED

< Back to intents list

Q,

Sort by last updated v
PasswordReset Add utterance
Fallbackintent o
All intents list (3)

2. WEEKE , EEMNR,
3. MifPasswordResetEE, ENIRERMAEIKEF , BARTIC THB , RFIK Enter,
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Test Draft version C o X
Last build s wed: 1 minute age

Inspect

() Ready for complete test -nq/

& | forgot my password

4. WIEETHEMRERNEREL

Test Draft version C & X
Last build submitted: 3 minutes ago
‘ Inspect ‘
’
\ | forgot my password

Intent PasswordReset is
fulfilled

5. EWiANetworklssueZERREEN , BRABRWEFMEE XA, RIEETERRRIHATELL,
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Test Draft version C & %

Last build submitted: 5 minutes ago

Inspect

| forgot my password

Intent PasswordReset is
fulfilled

\ my email is down

Intent Networklssue is fulfilled

B3 HB, 2 : [0 Amazon Lex BEIREF R MNNR,.

S8 2 : [ Amazon Lex BZhiEF RN R

BEERPEABIER , HREDIEFHINE Amazon Connect K51,

1. 3TFF Amazon Connect #2#I#& (https://console.aws.amazon.com/connect/).

2. ERECIRAVKAEIN B

Amazon Connect virtual contact center instances

Instances

Q

Instance alias v Access URL [ v

https://mytest’ .my.connect.aws

3. BUBRFZEWMIE (MERFEXATERTER ). R, &FR.
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Amazon Connect

Amazon Connect X

Instances

Third-party applications New

Overview

¥ Channels and communications
Tasks
Telephony

¥ Applications
Amazon Q
Analytics tools
Cases
Customer Profiles

Forecasting, capacity planning,
and scheduling New
Voice ID

Approved origins

Data storage

Data streaming

Flows

Documentation [

Amazon Connect » > Overview

Account overview

Access information

Access URL
https:// .my.connect.aws [4]

Distribution settings

Instance ARN

arn:aws.connect:us-west-2:

Directory

> Tags

tinstsz

Tags are key-value pairs that you can add to AWS resour

4. 7TE Amazon Lex T , fEF TRI&TL# 1TiEF HelpDesk, £ “BIB” T , 1%£3F TestBotAlias , A%
¥ + 710 Lex Bot , A/FIEE I Amazon Lex Bot,
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Amazon Lex

Integrate Amazon Lex bots into your contact flows to take advantage of the same speech recognition and natural language
understanding technology that powers Alexa. By adding Lex bots, you are granting Amazon Connect permission to interact
with them Create a new Lex bot [4

Region Bot

US West: Oregon v HelpDesk v
Alias

TestBotAlias v

+ Add Amazon Lex Bot ‘

Amazon Lex bot

5. SERRBRMES , % Amazon Connect LUR EISEFI T E .,

Amazon Connect X Amazon Connect mytest Contact flows

Contact flows

Instances

Overview Contact flow security keys

Telephony

‘ A\ Amazan Cannart ran ancrunt cancitiva data cd

Data storage
6. EFEERKHIURLAY T RIER,

Amazon Connect mytest10090 Overview

Account overview

Access information

Access URL
https://mytest’ .my.connect.aws [

I A BRIFURL 23R [E] Amazon Connect 38 &I E 4R
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L35 REKH

HUHERP |, ZRFMSEHIRY Amazon Connect 2| BT 101RHF, LB TR BAMMIRERS], B2 H

BEXH , RERAFKS 2 EREEX .
1. ESMEEL  RERH, BRI,

Amazon Connect @ English ~

Dashboard Hide the guide

Configuration guide

Now that you have Amazon Connect setup, it's easy to manage your contact center reliably at any scale. Following these steps will
configuring Amazon Connect for your business.
Routing

Contact flows bur channels of communication
ber in order to receive and make calls. Learn more
Prompts

Queunes ors in interactions with chat. Learn more Test chat
Customize chat widget

Hours of operation

Quick connects of operatiOHS

2. EFEAIEAZ,

Amazon Connect janedoe [» @ English~ %,

Queues

m Where contacts wait before being routed to agents. \

g
N Q, Search by name Q, Search by description

-_
BasicQueue A simple, basic voice queue. Enabled
- Rows per page: 25 v 1-10f1

View Historical Changes

_

{

W

3. SERORMBAFITNE (WM TFEAR) , RiN& ABBASIPasswordReset, ERSE , EFERF,
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Queues > Add queue

Add queue

Queue Details

Name Description
PasswordReset Help customers reset their password
Required 137127

Hours of operation
Set the hours of operation and timezone for a queue. Learn more.

Search hours of operation
Basic Hours

Required

TEHERTHRMASITENRES D . HINENIRIAFIL S ID EFHFMEIE/FWS ID 58,

Settings

Outbound caller configuration

Set the default caller ID name that will display to customers. Learn more.

Default caller ID name Outbound caller ID number Outbound whisper flow
Callback ID name Search for phone numbers X v Search for contact flow
Example Corp| +1 503-922-7089

12 / 255

HFHEEW , BRUATHAREZE BT EHER, REEZENAFI PR AR AL,
4. ANNERHIRAFINetworklssue, RACERAYI—#ESERK “AINBAPasswordReset%” T H,

TRE , BRBE=BS,
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6.

Queues

Where contacts wait before being routed to agents.
Q, Search by name €, Search by description

BasicQueue A simple, basic voice queue. @ Enabled
Metworklssue Help customers with their network issues Enabled
PasswordReset Help customers reset their password (") Enabled
Rows per page: 25 w 1-30f3 < >

View Historical Changes

ESMEXE L REMF., BHEEXH,

ﬂ: English ~

janedoe

3

Take me to the previous interface |

Queues

Where contacls wail before being routed to agenis.

Q, Search by name

Q, Search by dascription

-
S Enabled

A simple, basic voice queusa

Us anagement
S5 TROgRmed Help customers with their network issues Enabled

Help customers reset their password @ Enabled

Rows per page: 25 v 1-30f3 < >

Security profiles

Agent hierarchy

RN DB F ED B S o
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Amazon Connect janedoe [

@ English - L.

28 Routing profiles

Use routing profiles to route specific types of contacts to agents with specific skill sets. Leamn more

&
N
= Q, Search by name Q, Search by description

Name Description Number of associated
- queues
o Basic Routing Profile A simple routing profile 1

Rows per page: 25 w

'\2 View historical changes

7. AFEEXMFSERWN (HlW, NiABBHEEXHF ) . MAKER , &FESF. WX, REFHHEAY

RERENRN 1,

Routing profile details

Mame Description
Test|routing profile Help customers with their IT issues
Required 207127 ) Required

Settings

Set channels and concurrency
Specifies which channels that agents use in the CCP. Even if all channels are selected, agents ha

a time for inbound contacts. Leamn more

Select a channel (Required)

¥| Voice
v Chat

Maximum chats per agent (Madmurn of 10)
1 v

Required

8. THERAFIERDHF , A THRE KB RENNI GIZHBAG, &EEF
pri 2 Y1 S 71

Queues

Toggle these settings on and off to manage all queues that have been added to this profile - more information on copy. Leamn more

Networklssue ¥| Voice v Chat Task Priority

Add routing profile

MNumber of agents
staffed
1

1-10of1 £ >

Networklssue , & &

Delay (seconds) i

Add Queue
n Pnontv D Delav ::Seconds} @

HEMEX",
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9. A fnBAPasswordResetdl, EFIEZ MK , REERRF.
10. EERIAHIGRABTIT | R T 87k 3 1T1%#EBasicQueue,

Queues e

Toggle these settings on and off to manage all queues that have been added to this profile - more informaticn on copy. Leam more Add Queue

n_ Channels Priority (& Delay (seconds) @) M
BasicQueue X - + Voice v Chat v Task 1 s 0 - -i-
Metworklssue o ~ Voice |v Chat Task 1 = ] “ -i-
PasswordReset X - ¥ Voice v Chat Task 1 2 0 - -i-

Default outbound queue

Choose a queue to be associated with outbound calls placed by ents.
Soarch for outhound queues

BasicQueus O

1. TRE , RPBTEANE , AREBRREUREERE .
12. ESMEE L  BIAF, AFREE,

8 Routing profiles

Use routing profiles to route specific types of contacts td

Q. Search by name

Users

A simple
User management

Help cug

Routing profiles

Agent status

Security profiles

Agent hierarchy

13. FAFEENEL , 2RENERE,

14, ERBUHRESINBHEENH THRES , RRECIENBBEEEXXH , HINHHEBEE

X, ERRT.
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Settings
Security profile X v Routing profile X v
Admin Test routing profile
Required Required
Phone
Phone type
- Auto-accept calls
Soft phone P

After Call Work (ACW) timeout

Timeout {seconds)
o a

Required

 Show advanced settings

BRECERHE  AHEM.

B4 plER

B AR Amazon Connect it 7 —ARNER , BEAB AR ECHRUBEREFARENERRZR PO

PR, REEEFEERIREINERT , UREEFEEIEHENRAYIRERESE,
ELSERFA | QBB ETFRELEBIEMN IT Help Desk AR
1. 7£ Amazon Connect & &£ + |, #EKH. Ko

User management

Add or bulk edit users and configure them with permissions that are appropriat|

Routing

Contact flows

Prompts 1e (Last, First)

Queues Basic Routi

Hours of operation

Quick connects

2. G‘FEER.
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Contact Flows and Flow Modules

Contact flows Modules 1

Name Type Description
Agent

Default agent hold Audio played for the agent when on hold
hold
Transfer

Default agent transfer Default flow to transfer to an agent.
to agent

3. XFHTFRIRITER. MARBH , HIAINER.

Amazon Connect

Enter a name

4. FERABRREZRUATHER  RAEHENEIMEL  REAFIEFETH, REEFEZFMERET.

Test flow / (-]

Blocks <
Q Search by name = Setlogging *
Entry ~# behavior
INTERACT hd >
SET w > Enabied 3™ setvoice %
CHECK b ®
SUCCESS Pl t
> + bice: Joanna (Neural: Con ) Flaypromp
ANALYZE b
Success Frompt (None selecled
LOGIC b > oA 2
INTEGRATE ~ Success
TERMINATE ~ Error

5. ERABERFEEAMAOBERERIRE BEIRRITHEER,

— Setlogging
Entry “#% behavior
E > Enabled

Success
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6. EEFRNBIER , W TEMAR.
eniry %2 senasoe
®m Enabled ;" Set voice
Success 4+ \bice: Joanna (Neural: Con... *D Play prompt
Success
Prompt: (None selected)
Success
Error
7. EERFEMRTREITTERERE,
= Setl i x
eniry S Shedgna
®m Enabled :" Set voice
Success + \bice:Joanna (Meural: Con... *D
Success
Prompt: (Mone selected)
Success
Error
8. EEBMIERHER (WTHEMR) , ARERRT. & T ext-to-speech KA | &%
“FHIRE", WA WEKRE 1T HBBAE",
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Play prompt X

Delivers an audio or chat message. Info

Select from the prompt library (audio)
Specify an audio file from an $3 bucket
® Texi-to-speech or chat text

® Setmanually

Enter text to be spoken
Welcome to the IT Help desk |

Set dynamically

Interpret as
-

Text

9. AH0IRENE A BURSR A IEEIE BRI BER

19 Play prompt

Get customer X
+ Text Welcome to the IT Hel... =™ in
put

Success Frompt: (None selected)

Error
Timeout >
Default >
Error

10. &#F REVEF A BERNIRE LT BHERE,

19 Play prompt

+ Text: Welcome to the IT Hel.. - :i;tu:ustomer
Success Prompt: (Mone selected)
Error
Timeout >
Default >
Error
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1. BEBERIREFEFWABER , I TER. &% T ext-to-speech IR XA |, FHIRE , REEX
AAEFRHA KRR LB, BB THERE N XK,

Get customer input X

Delivers an audio or chat message to solicit customer input.
Based on response, the contact flow branches. Info

Select from the prompt library (audio)
Specify an audio file from an S3 bucket
® Text-to-speech or chat text

@ Setmanually

Enter text to be spoken
How can I help?

Set dynamically

Interpret as
Text

TERERT Amazon Lex i+, MTHF|RAFERE Amazon Lex BFIRFHNEH. WFHA ,
Ei A $ LATEST,

DTMF Amazon Lex

Plays an audio prompt and branches based on DTMF or
Amazon Lex intents. The audio prompt is interruptible when
using DTMF.

Lex bot
Mame /
HelpDesk ( ) x| -

Alias ’

SLATEST

12. HPERNEFFAARERBE |, ZREFNZE,
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Session attributes

Add an attribute

Intents

Add an intent
Use sentiment override

Branch based on sentiment score, before the Lex
intent. Info

13. W ASETE Amazon Lex HlEf AFRIZNEBRM AT , #la0 PasswordReset Fl Networklssue, &A1)
XaKPE |

Intents

PasswordReset

NetworklIssue

Add an intent
Use sentiment override

Branch based on sentiment score, before the Lex
intent. Info

14. EERRTF.
15. ¥ 0 Play 1R RRH [ HiE#E| 29 PasswordResetX .

16. EFBRETEUTFEBERE, N BRUIRTSRIEREEES RN EEFERAS|HLF B
REERD, EEFREF.

17. AMMZE =/ Play B R HFHEEZE| 5 Networklssue X,

18. EFEBRETSELTFEBERE, N BRURTSRIEREEE S RN EEFERAS| P LH B
RRMERB, EEFREF.

19. EMERRN— N AR BIER, RIS INE RS EZET T,
20. EMEARFIN—MEZET/ERASIERIER, EEE P lay 2R PasswordReset,

o
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X i X
) Play prompt 55::"’:""“9
‘D Play prompt q
) ... Getcustomer a + Text We're putfing youin a Queue: PasswordReset
4 Text Welcome to the IT Hel... S input
Success Success
SEeEEs + Lex HelpDesk (US West O...
Error Error
Error
PasswordReset e —
Networklssue — <) Py prompt
Default =
9 4 Text We're putting you in a
Error
Success
Error

«» Disconnect

> Termination event

21, EFRRE T/ERRFIFRBUIT A EBEM RN E. A THETLERASIKREE “RBT
EPasswordResetBA FI” 3R, ERRF

Set working queue X

Specify the queue that the contact will be transferred to.

Select a queue to perform actions on, such as transferring a
contact to it or retrieving metrics about it. Info

@® Byqgueue
@ Set manually

Search for queue

w
PasswordReset
() Setdynamically r
() By agent

22. FARIM— Set TYERA IR Networklssue , R/ A Networklssue BAFIFT EH#1TE &,
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Set working
Play prompt
o) ¥ promp queue
> + Text Vie're putiing youina ... Queus: PasswordReset
Success Success
Error Error
[x
*D Ty e Set working
[+] queue
> + Text Wie're putiing youin a ...
Queue: Networklssue
Success
Success
Error
Error
_ X
«» Disconnect .

> Terminafion event

23. FANEREIIATIBIER (ML ILREEAT ) BERE L.
24. FEHMRE TSI BIERIEZ D ESIA S BHEIR

25. 5 —MFTAEMBIRRIEEME L. MAARKNERNBREBN D EEIZHER.

26. SERHIRE TEIZREL,

Entry = Setlogging X
— ~® behavior
T
@ Setvoice X
B ay promy X s X
Succe % 4)) Flayprompt queue
+ Nbice: Joanna ¢ ©
ter
Get customer X + TedWereputingyouina . Queue:
ccccccc + Tt Vikloome o e 1 e 2 input
Sucess | Success Atcapacity
+ LexHepesk (US Vi =
yyyyy o
wwwwwwwwwww R
Networkissue. = X Termming ver
) Fleypromet Set working 9 X
Default [ & q
+ Tt Vi puting o
yyyyy E——
Success

.....

27. BERTF , RBEE R,

janedoe [=

& English - L

T e e
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® Tip
FAREBEZESEENHBRIBSTEEIR, RAEWER , BHFAREMEI XRZ
EE’$¢§O

28. HREAME , eLERERIREFENEE,

Test contact flow

Latest: Published Publish m.

x

Contact flow saved successfully!
Contact flow saved successfully!

WRABARRE , BHAREMB S XRBEEIBER, XRAFTRBENZELERR,

ES5F RRARSTELABIESHE

1. ESMXEL  HRERE, BESH,
2. EEEHEESHREL  ERENBIESD,

Manage Phone numbers

Y Search by Phone number

+11 Phone number for testing

3. FEATHELZEENRIGIZAR , REERFRE.

TEFRBIE IT #BhA Amazon Connect 127



Amazon Connect

Edit Phone number
+1

Description

Phone number for testing

Contact flow / IVR /

Test contact flow w |

N

—YIEERRE | BT , BEHEZHFNHER IT Help Desko HEEHITEE 6 25 i HEIEZFE
RER

%6 & : M BEMEF M XAER
BEHEZIFIAH Amazon Lex BEIEERF. BEMR. F—S2EENIHRE X Amazon Connect,

1. ESMEE L #RIEHER , RREENHPR,
2. B‘ENHARE.
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Amazon Connect

Test Chat

Window on the left is a simulated web page showing
(CCP), and it show the agent experience. To select ar
can embed chat on your website.

Test Settings _

o0e® C O https:// €

3. FERATHERRELIZIR , FlNEHR. &F NA.

Test Settings

System Settings

Contact Flow

Test contact flow v
M= B E R K56

1. MRFE , THUERPHRSETHIIR,
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Hello there! Click here to start
testing chat from the
perspective of your customers.

>

2. Amazon Connect 2 BFIRNEBEKRAHEITELERNTR. E2ERKBRHE,

Hi there!

This is an example of how customers

experience chat on your website

Customer has joined the chat
S5YSTEM_MESSAGE 12:17 PM

Welcome to the IT Help desk!

BOT 12:17 PM

How can | help?

3. WMARTEFRERGEDEERPINA, RAEEZEAAPR. TRERTHRNEEREEXA
BTSN
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Hi therel

This is an example of how customers Customer

experience chat on your website

@0026 @0025

Customer Sentat 12:20 PM How can | help? 12:17 PM The agent

sees the full

I need help resetting my password conversation.

Customer
This is the
prompt text you . | need help resetting m
created. SYSTEM_MESSAGE 12:20 PM P g my 12:20 PM
password
§ We're putting you in a gueue to help
you with password reset. SYSTEM_MESSAGE

We're putting you in a queue to
The name of o 12:20 P
the agent Jane has joined the chat - help you with password reset. M
L

Type a message

End chat

E3 End chat

4. EAMNEFFERS  ERERIRUXAPREA,
5. HEMRAPCCP , i&#F T SR EMETHE (ACW) .

A BESEF SR

1. MRENHBRE QDL THIRS , ERRERPRUXAZEN. RE , EANHRAESTER,
2. RITEREESH,

3. HIRETRE , FREEFEEBRMNENES RE, REZSUTEREEBEEBE Networklssue BA S
RIER.

® Tip
HETHRE , BNFTRLUTESHEE
B IBHRE, RIBEFEMEHRE | H LR BULEIR IR 20T R BE,
LESH B A 9 EIAE P RA BB EBRIA TR & Ao

4. PHRFNIXCCPHIEYTHRE,

5. EREWBRFEZE , BEREEFEIKRZH , REWE —FAREE | WHBKR AL T HABA
5|, a0 | Networklssue, XEBI TR THREFHRBRNA,
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6. TRE , &R,

FEPCCP , EFBRBRRAUERRIERFLE R (ACW),

~

REL ) EHREHANRT —P2 8 IT Help Desk , AFx 2 FIFH Amazon Lex H R ZE IR HEI K E
=z
Ho

® Tip
MREAERERENA TN HENBESE , JUANERREEREY, BXHHA , B5H F—
MNEFEBM Amazon Connect B EFETE,

Amazon Connect BV EIES

REBRNIER Amazon Connect BRR O THERBBHRIRITNEEAE, Z2. ARALFTSHHR
SNESNRERXRKR, EAXESTUFENEHERE,. SRNITHFERE , NTIEEERD T ETEIH.
FRARR A F A E TR,

AABTEMOERERARE (CTOs). MM, FRARMESEHAKR

AFN

« AWS £ Amazon Connect By 1 £

« Amazon Connect THERAEKE

« Amazon Connect ¥ =TS &

« Amazon Connect T AR EHIZE

* £ Amazon Connect 7 &R Z £ BB /ORI RN
+ Amazon Connect #J 7] 1%

« Amazon Connect TESR MY M BERE

+ Amazon Connect TERE MR AL

AWS {£FH Amazon Connect (W H &

AEBERATAENMB T HEPLEH M AWS RS AT LALE Amazon Connect ERHFAEAZARNEER,

¥
&
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TERERTETLLE Amazon Connect L {EHA R E b —L AWS RS,

Development Storage Database
Lambda APl Gateway  Step Functions Glacier Dynamo Redshift
Analytics
= - K2 I
= il ililfsh — /‘V
..DH Sl EIEEE
Polly Transcribe  Comprehend Athena Kinesis Glue Quicksight
Connect
Messaging Security Management
— | —=H & E.;b o=
.
Pinpoint Simple Notification  Simple Email Identity and Access  Directory Service CloudWatch  CloudFormation CloudTrail
Service Service Management

xR

BRI LA A AWS Lambda BIEUSREIREIE , 1] LU EIE & E) Amazon Connect ASNHI KR, 1
m , B LR ERE P W EIES B Salesforce EEHR AWMU S, HEBATAESNILELERIRE R
ERER, 2ARH (HINTEER ). RETENITERS. A5, BEZEE , FUSEKHE
Amazon Lex B EFHERE.

#8386 7] LASF Lambda & DynamoDB & AWS BUEFEESFER , URIBISHEEIIEE. Hla , B LR
BEFHBAA , MEEBESERERET.

APIGateway F Step Functions 3 — 3858 T Lambda FIEEN

BXEZER , BESH

« 5 Amazon Connect i B & H AWS Lambda ThEEEI IR
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7

Amazon Connect £ Amazon Simple Storage Service (Amazon S3) A IZFHFFEMNF HA RS
HIRZE Amazon Connect B , EQ@NXEERVIEMRINFER , LI LUFHEHIERIER Amazon S3
HEiigl, BXEZEE |, 5S5HEIE Amazon Connect SEHIFIEE 4 & . BIEEME,

VPCA X HFim R o

AT LLE S HIEB R Amazon S3 Glacier B Amazon S3 FRS |, USSR AR ERN K76, B
= , B2 Amazon Connect FIBXR AIBKAAIERE, ERE R AA  FEFEA Lambda R ED
S3 Glacier X S AL HL B R 18 F B BE

HiEE

B LA F 2 RS AWS BiEES Amazon Connect BE& M. I3 , A DynamoDB , &7 LA
BIEPRREIER,

R LRI ARERRUHITHIEEH, F20 , Lambda BE A LA[E DynamoDB RE A A ¥EFEAY |
AREERARUEEBESHREEHEMIEET., MRIXME , WASURERFEML S KX 526 HEEH
BAZI , SERHERIZHEE/FUE,

BEXELZER , H5H :
« & XE : £ Amazon Connect FRIZEZNA. ME(LBYKRLE

Pl

Amazon Connect EABRKRICRREFMERE, RRIEFATERMNFALERRE . RETUEH

Amazon Kinesis M E{17 /% #i 21§ Amazon Redshift B Amazon Athena X#H AWS $E E
TELEREDH ( QuickSightll B sE =7 , I Tableau ) » & A AT} Amazon RedShift F
Athena &R Lt IHRERY AWS CloudFormation %4k

ENENRBEHTON , L LUEE Amazon Kinesis 7 , &8 7% B £ 3EM CloudWatch F# =
EHBIBIELERS , 5120 Amazon Redshift, &AL AR B S BITFESEHTFELEPMEME Amazon
Connect IRA 4 , B ZTERHLUAERNES S E LB,

BEXEZER , FZH .

« 1 Amazon Connect 1 FF & B 1% & 44
« BEXE : H Amazon Connect X & = F K R 0L
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BT (ML) FIA T A (Al)

Amazon Connect 3 ML/Al AU T RS :

+ Amazon Lex- R AHIRMIKNE AUBERER BN (. VREXESES , §5H 5

Amazon Lex BEIEF A 11E] Amazon Connect.

« Amazon Polly — ZEFi B R#E text-to-speechhi2fft, BEXEZEE. , BZHE Amazon Polly B TE

RN text-to-speechiB R MISSMLAmazon Connect X iEHIRE,

« Amazon Transcribe - \ Amazon S3 FIREUiERE , HREHEZFAXAE , LEELEEFE].
« Amazon Comprehend - FREUFRF LR , HHEZT o MVEFINATEWY , BURBIESE M B[ H

BT RNRBRS.

HEWA

Amazon Connect fE L FIRSH1THEAZE -

« Amazon Pinpoint - AEEHHNHEER WA AASR ; fla , HEEBWE (Flw , HIEEHE

;). BREZELR , BSHEEXE : FH Amazon Pinpoint £ Amazon Connect &% %8

.

- IE#EEBHARS (AmazonSNS)-A T RIESMSHEW AR H A1 REE A, SNSAmazon £ XKIi%

BRI 4%S3EA,

o I Db e 2 BE FHRAFBRSS (AmazonSES)- AT RIEKIER FER#F | PIARER B HINNZBEEN R

Ao

zZEMh

Amazon Connect fEF L TR K NEZ &4 -

AWS Identity and Access Management (IAM)-F T EE A F B ER. Amazon Connect A F°
FERBIRSET. BXREZEL |, S AT Amazon Connect B Identity and Access

Management,

AWS Directory Service— Amazon Connect X #{£ i Active Directory 5% (. ) 3t SAML 2.0 B
M= E F ( MADE Amazon Connect 32l 812 ADFS ) #{THFEBA,

BEXEZEE  BH3HE
« 1TXI7 Amazon Connect 1) 5 ) & IE
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- BEXE . BY AWS £ 5 & FH Amazon Connect 5 ABE
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Amazon Connect E FTRE KK EFERER :

o 5% CloudWatch-4{5& Amazon Connect B B&. IRGIEMRMEREISIF. BEXEZER |, BSH
5 A 5 #2242 B9 Amazon Connect 324 CloudWatcho

« AWS CloudTrail— £ Amazon Connect API @i%id %,

A3 Amazon Connect Flf ¥ %{E 8 AWS CloudTrail , {555 {# A 1i2 & Amazon Connect AP| &%

AWS CloudTraile

+ AWS CloudFormation—Amazon Connect X#&E 8 AFME XM RENE R TEH AWS
CloudFormation Ba1%kfl, EXEZEE |, HSHAWS:: Connect:: 34,

Amazon Connect T#EREE

AT LAY Amazon Connect T/EfiEi 2 R LT JLE : BBi&. Amazon Connect interface/API, flows/
IVR, RE T AR ISP RMIRE
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Amazon Connect EZ M BEFERHEER , RERHEBHNTRT ANZBEEUTEESSRERSHEN
KEPHN=ZAREZTHX, FE, FARUENT BREANREXRSHN —BoRTLE , FETUSH
#M 10 NEFEIEINE 10,000 ZSNERE , MALEBELRREFANBEEMRENEESIRERR. T
AR EBEFEERS RN PXAMRGE , AVPRFNERNDERNEE , MEAEFEVH T4
AR, MRBEAH, BEHORENTAXHAKE | W2 L@ 5 OFIR HRR | XERRT A%
SRNEFRBE-BHRRER,

@ Amazon Connect SRR ITEE RN , BiEEAREHENEFBEIHEZEREANLRT
A, B iZA T S APSTNH# A Amazon Connect, Z/ZEZ&K 7~ Amazon Connect 5& /2 A&
SV E R, B Amazon Connect # 02 , BRI B EE N HILREBEE ID, AHEFESEIERE/
IVRs, BRAERBEAR. BABEREURLTETMEALFMNRRELRNTFHLEFESBERNR,
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A, I ERNESTEZE Amazon Connect B |, BRI LUk IRE T AWS EERE A PITAXESR
BIRBHEINELIESH, Exe2TIB 2 , BETMLURIA EIESBE X EIEE Amazon Connect 35
Bl ERFENSE,

Amazon Connect #0/ API

Amazon Connect #ZOZEEMNREBURBKEROETENEE G ARG R Amazon Connect 44 HY
BAR, flmikEMigxa, AFPEE. BiEXIURBKRAZFIER (CCP). BHHERHETUTAHARN
z:

- BOES (SSO) ERXAF ERRILE

« fA Amazon Connect Streams I B E N KENAREFAP! , XLENAREF AT RMHEH B INEE
MBFEREEFXREE (CRM) R4 ( ‘@3F Amazon Connect Salesforce CTI JEELES ) K.

« Amazon Connect H OB R AR X R E
« ¥£% Amazon Connect Bl R BY il K M & fR <585 API

B R BX 3R A B% B 2| Amazon Connect P& BYE{TT Amazon Gatewa APl y £ isT7 S FME R AWS
Lambda Ih&E.

TBHRE, 28, FESIRRAARATEIME N KSR, BEENEE Amazon Connect 44 #41
API3 Amazon Connect #OEBMEARN R,
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Chat

r.
@ Web server

U-’ﬁ[] API| Gateway
Chat

Lambda
@B Function . API

(.—j ] (_ [ ) Streams

_ p 1
C\)% L /f J —1= E %
| .l Agent
Interface/API Edge router —_—
Agent desktop
- web server
- z

Administrator

MmE/IVR

Flow/ IVR B2 Amazon Connect (W EEBERMEFE , EEFHRREBWEREP UMW ASTE —FAE
RE, BEFBKREMN Amazon Connect £HIJ5 , a4l Amazon Connect, BxRAMEEZ BN E
ﬂ] }‘AﬁﬁJbltFlLJ\}n?TL)\TEE{,E

« ZHA A AWS Lambda BE#H 1TAPIIE A
- JBX Amazon Kinesis [8] 5 = 75 4% 17 SUR A SR IVRANE & B3R
- VAR &M ERVPCHIFE K B IRVPN,
+ B(HE Amazon Pinpoint FH AWS RFZINHEERBEHPSMSHEE. IVR
« XJ#& 4 Amazon DynamoDB Z KM BFEBFENITHIEENR , UERNENEKRRAREERS.

 BENMNREFEA Amazon Lex , A Lex ¥lEg A TEAESERA (NLU) MBE3HEZ AR5
(ASR),

« Text-to-Speechi@id Amazon Polly RS ERNEE , AEFEASSMLA Neural Text-to-
Speech (NTTS) KkIREZBR. REANFET text-to-speech,
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RETREBEHTERERA , WEMTFHERRAABMY , AHTEYNED., EUUERIIAZ N EE
515 , #&T Amazon Connect W E#TEENEE,

JEFE TG

REIFEEETHEE AWS, EHEAYEREMNE=ZFHER, BRESTHLAR , 75 ESHEE#
TESE. BEAmMIGR Amazon Connect O R, BEFEIEERFHNEHDE -
- BRRAEZFIEMR (CCP) REEH

- MERE

- BEXEXENHBIETE

- VDIFNE

- BRIERZH Web 35

c IHRER

o PRAB A BRI i

- BEEMRSIBEE (ISP) SEEM AWS Direct Connect & & ZE AWS,

- BEREMENAERMAE , SFEBH, RiE. T2HRERS,
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ERANRE

ERNREESEARMN. A, K2, BRIVEERE, BRRANMBKRIRP ORI FFEERNA
#, XBREAREHENETERRFOER, EFZNEREENLE, &6, F#. RENTR
LB RN FE=AHH. Filw:

« 1Ff7E Amazon Simple Storage Service (Amazon S3) B FE FZZ Mt RIS

o A LA A Amazon Kinesis FiX LB R A 185 H 2 20 Amazon Redshift 2 28 AWS B3z 2 AR
SHEECHABBIELE,

- BERLS# OpenSearch Bk M Kibana €132 /Y SKAH2 HIE R

« £ K Amazon CloudWatch #E#r Al A TRIFFBSREIREE IR, RXIE Amazon SNS B HLAIRER
NEBRANEE K NEZHMNEHH AWS Lambda IhEE,
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R GEBR R AT

BRENKRAPOFEAREBNBE, K&, BN, BEFENTEEMBEYZT , SN IUERS MNE
MBFEPOUERNBERARKES. SMEMNERSENHNEHERENES, R4, BRMAME
FER | FEFRRAZES], BNV AP R A JUR B X L ER,

3 F A it M 2 EE FE B FIVPNIE# Text-To-Speech (TTS). B L E (). XRERNIBEFMEA
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. Traditional Contact Center Infrastructure

Server Rack x 1.30+ Core

Ses
SIP PSTN Ee————
'
) )| ————
o Notwork

Carrier PSTH

(’ ) o
ﬁ/ > ! AWS Cloud
Home Agent Amazon
IP Phones Hardw:re CloudFront
______________________________________________________________ - ®
Call Control Panel
= (CCP)
Traditional Contact Center Licensing . Amazon 83
— Call Recordings__ .| oeeeeeeenckn e,
& Amazon Connect
Telephony \ ; V- .:
E E ﬁ u | S | s {
Media SBCs Compute Database ' : , | Queued
Gateways . * Telephony Interface/AP| Callbacks
: Vioice \
| 5 5 7 i -
| ; : .
! 1 ' Metrics : -
. : and reporting Contact flow | ! Amgﬁ_{:r{f{l‘ﬁ(ll::sm
| NLWASR Voice cm Call Recording Callback ! . IVRIACD -
- Traditional Contact Center Maintenance It_h =
) @)
el N Amazon Polly Amazon Lex
Telephony : TS NLU/ASR

83 & B

Media $8Cs Call center
Gateways

Voice

E [ El 3&: E
MLUWASR Reporting CcTi IP Phones. Callback

Analytics

HRNEERE 143



Amazon Connect EERER

BaREY Amazon Connect SfE Al AR EUR D ERRAE S, FAEM, FH]. BKRPOBFEMIZHERN
HFMHERNTZHRK, SELEBE/LOHNETNER EhIBEE , HEMBHTIBAG , A
BAREHHEEZNNMALEZTERER, BUUEREATIVR/ACD , B ZHFH M KEES
MBEEHENRENRA4RE  BELZNIELESE , 4R ESNEERINEN KA BRE ,
EFREBHAR#IFH Amazon Lex #1258 ARKETASRANLP , AR ERAHEBNREHTHWRMES. &
AT LA Amazon Contact Lens BE1 4B S H R, MITXBIENRBIFELE 2 AR R A#TT
P, FTFRECTIRFEMKMNEFR , B LUEA Amazon Connect REEH4R M Kinesis Video
Streams, FEAUBIEZM BT A, REFRIEFNNIRIFE | EEXIFIANARA , REREGRAERS
=

A¥h

AURBRRPOLH—AIRE , ATHERRIARPOLRKENBEER. BRRATLIGEEH Amazon
Connect SEBFILA#HIT A EBIARS , LA ABE 2R A ( BIEEZTNHX ) EXNEREBE, &
FHRARABEPSTNIES B L5 MY B 555 3K H E Amazon Connect EHIEBFEAOR, &
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GRMBERLE

144



Amazon Connect EERER

Layer key

i@ Amazon Connect K| FRIE R MBI SBIKITBER |, FARASHWUSBREKRBR. &AL
ﬁﬁﬁ}ﬁﬁﬁ%%]l EDTEE%E’J/M;&EHQ%EMUM ﬁjﬁmrﬂuﬂﬂfiﬁﬂﬁmﬁf;?* ) A BLUE R IR REX
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MEAGRRAAZERREE  WREENEHEE , A ZBRAAGERSEXR TR , ZEKER
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Connect 2K R A S EFEEE,
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Layer key
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Interface/API Telephony
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Amazon Connect RIFZLUREF R Z @A FEFRE SRHITHERKR , BETFTEHRKRZ
BIRYEFEIRERE , HIZRSEEN TEME, BIFEMA Amazon Connect Streams API
StartOutboundVoiceContact , A LLA X BN HUEBRAR | EFASENCRMIBEE SERH
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« 8 Amazon Lex EFIFHIHEE A

Amazon Kinesis
MRBEEM Amazon Connect FVEX RIEFRF LR BIBEHIREEZ WA , W ATLL -

« fE£A Amazon Kinesis &1 B R 12 FHIE S H F Amazon RedShift,

- £/ Amazon Kinesis #31% (KVS) , /8 Amazon Transcribe SR # R BREFZRERIEFEIE , HH
4 R XA & 35 B Amazon Comprehend #7154 0 4. AWS Lambda

« FIFE Amazon Connect {X¥EZE 4 Kinesis Stream FRESEEHRAECTIF BB T HIE.

I 5 # OpenSearch &%5H Kibana

£ AL S# OpenSearch RS Kibana &b 3328 Amazon Connect B3E , B 7 AR S IheE 2 5\ |
1838 7] LA R SE B @ F W94 Amazon Connect #9328 /7 52 848

Amazon Connect Contact Lens

Contact Lens for Amazon Connect = —4H £ X %] Amazon Connect FEINLEES¥ ] (ML) TheE , mJikBk
RPLEEEFH THREFANENEE., BBENEHARKE , MNAERIILERE , EFKINES |, ¥}
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https://docs.aws.amazon.com/lex/latest/dg/monitoring-aws-lex.html
https://aws.amazon.com/blogs/machine-learning/building-better-bots/

Amazon Connect EERER

R38N T M~ R iR, Contact Lens for Amazon Connect Al FZExZ B O | HUolET S
AERENEN  HETREZNEFLE,

RIR
B =

o BRIEXERITER : {81t Amazon S3 %8
o W 5EME Linux S84 EEBSE M RE

kT

« AWS re: Invent 2016 : § KEI¥REVET 1000 TAF (01) ARC2
« AWS re: Invent 2017 : R ASRITIE 52354 EC2

Amazon Connect T{Ef1 &M K AL 1L

BALAL BB ST REURKBEN U AELIMERRED . A THIE TS Amazon Connect THEREAK
REACHERERIT R, SESKBRMEE, SIMERALILERARBHREFRRENITHE
Fo

Amazon Connect TEAENA AR ZTEZEREN S H-
X3 %

Amazon Connect XiFiEE 2 & P ESNBKR PO TERE XA Amazon Connect B B ST H BV RE
Z—. BRIERMEZTRERXEHERNEESH , BERENZMNREAAEITHXEIERE, ‘BXBIE
WEBESEHE NS4 AUFEAENBESEENTRERER/MXTRMRE , EABUR T EEFEEHI
Amazon Connect EHIHY AWS Xig, &A[EL#E Amazon Connect EN R HE EEHRE N X EFN
o

CIRE]

EFUERSHEFFNERKGE , SAERPHFUGRELR, E0TERERREERARFF X
EBRRANKKTE, HENEKRABABIKE , Amazon Connect & B ERA S LB H L 1FFELY
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https://docs.aws.amazon.com/AmazonS3/latest/userguide/optimizing-performance.html
https://docs.aws.amazon.com/AWSEC2/latest/UserGuide/EBSPerformance.html
https://d0.awsstatic.com/whitepapers/architecture/AWS-Performance-Efficiency-Pillar.pdf
https://www.youtube.com/watch?v=n28lDDdlnVg
https://www.youtube.com/watch?v=mZy6E2I5Rek
https://aws.amazon.com/connect/pricing/

Amazon Connect EERER

FWFFER, HEETURNENRKRARERSA , Amazon Connect ¥ @Bt & 79 Bk RAEZ R EH
BEFENSBE#HTHGEWY, tlERN  SNARGPEHITE N TREERR. BEREER AWS Lambda
F Amazon DynamoDB RBs IEEE MW EKE K.

7

f&Bh Amazon Connect , A BB B AR SEHIMT , U FEHEEWUS EZHNBERS MBI RER , MUK
NEA., RELZENZNEN. REBRFEDEZIFWS K FUFSNEBEETRRAAFITRS, WRE
BETZ2NEE , ISNMNEEHNEHEXHNBIERE KT, Amazon Connect BIEEH Amazon S3 4
WEHRKERE  FRXFEFEME Amazon S3 H, B FBEIERZFMHE Amazon S3 § |, A LEA
Amazon S3 FREEREBRZMNMILRA, Hil0 , LA LUEA Amazon S3 £ EHRRNR |, F=
MNAHIMEFERZTMERZBE S3 Glacier , AREEF4E KA

B BIBRSS

S£SENETIFTHE LT OME | Amazon Connect B pay-as-you-goE M & A] LABRIK K A4S, 18
=, BYBzIEWSE (ACD) REIVR, BEFEMFSHHERE (WFM) REMNE R OEMIZREE
BREROZEN EAEHARPAT SLEEIRD. RRPOREANRATBREAREERB AN BRI
EEREZEREMENREM, Amazon Connect Flows AJLAIERAEIRE A A Amazon Lex for
NLU NLP. Amazon Polly ASR 1 Amazon Polly 531 Text-to-Speechi@E&E TTS () , AWERE R 5
IHAFARNBSESMXFHITEANNIEES, WS ENTE Amazon Connect FEIY A /LMEE R
Amazon Lex BIRHLEEA , IURITENERZE, HREHK-SFRIFGEEILHNANEETS , MEE
EEFERMK, XL HERSIED A XER AR HBRES BRI EAR,
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Amazon Connect EERIE™

Customer
Amazon

CRM
Sonnact DataBase
AWS Lambda
Contact
Center
Agent
C lick-to-call

A LA click-to-call#£ Amazon Connect F{EA , B ME LB NAREFET & 7Kl X E1EF T
o MmE AR ER B FIRSHKRFE, StartOutboundVoiceContactAPIE T iXfh 3% | A LA
EERBRRASEIIVREARIE , FLTXEER ( HIHURLsERIEMNMEZ/BaE AP HIE ) ZiE2E
BEREF , NSRS MELER, Fli0 , —PMNBERAEEFNLZOMLELAEEER |, el
HRERCEBINARFPES AR , HEEEERETICRENK S,

METRRAEEQF X

& B Amazon Connect , BRI A FEFRNAESNMRNE , FUHBERT , I REAE—MEF
WNif. HERBAANBEIAERN , BAUMEFFKIASMSER , RHUHIZAEERI KA EEE,

iR
X
« {£F Cost Explorer 2 #7 %%

« AWS ZZFFH D
« fH4R AWS RAMERBRIRE
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https://docs.aws.amazon.com/connect/latest/APIReference/API_StartOutboundVoiceContact.html
https://docs.aws.amazon.com/awsaccountbilling/latest/aboutv2/ce-what-is.html
https://aws.amazon.com/economics/
https://docs.aws.amazon.com/cur/latest/userguide/what-is-cur.html

Amazon Connect EERER

HEH

« RAMEIE S

it X7 Amazon Connect F ) & 13 &

Fr#4i% & Amazon Connect S22 81 , MNEEE N EIRARH Amazon Connect AF ., AR RIEE[
ZEZE Amazon Connect IR A : BEFE, FEIAPLZRE, 2MFE,

—BHOIESRS, WFRER N FHNERERNET, ARk , ST EREEIH 02— N#Epl, EBR,
MRMERSEH |, BFRKRZRGINFABE B RENIERESE.

HIEOESGIRT |, B BMUT B HEERFRERPIEE—

« B3 Amazon Connect Zi& A F - MR EEE Amazon Connect AEIEZMERAFIKF/ |, NI\ L%
BRI IR,

1£ Amazon Connect F EE AR , EMNAFPWAF B MRBE4FE T Amazon Connect, A 24
MiclE B 20 A P & FEB S 8EE % Amazon Connect,

- FEETUMAR F - EF RO ERAIMAER Active Directory, B P A H 2\ REIEE % Amazon

Connecto

WNRIEFR IR |, NiZ B FSNEERINK T <BL. £ AWS Directory Service H1i% &} B E &I EE
Bl E — XL FERAS. MRBITREEREDT , NAEREWE SR , AEBEIE Amazon
Connect 32f5l, EXEZELR , 51 Amazon Connect FEAIEE FHTHMNEE,

« ET SAML2.0 WEMBRIE - MREFAINEHNNE S HREREN AP #HTRES FHRIE , FHBE
18] Amazon Connect , M&$FEET, A ReefE B S0 5 1012 il B MY 455 % Amazon
Connect, MREITRIEFRILIET , MEFIMEREN XA SAML , REHE 612 Amazon Connect 3£
fBl, EXEZER , HSHEH Amazon Connect IAM #1T7H & SAML,

£ Amazon Connect F{ERIIBEE ZHITEHERE

MREELEFER AWS Directory Service BRREERAF , MAILAMERAR —N B FXKEE Amazon
Connect FHAF K, &7 LAfE #6128 — 4 %7 B 3% AWS Directory Service AT Amazon
Connect, #IEFH B FAMEEH AWS K HEXER |, H B XMELCIEZHIN AWS #th X4 F5EsD
KA. — AWS Directory Service B & — IR Rggx Bk — Amazon Connect 3#l, EEZHXXHK5S
SNSRI, AU BRE 1% B R E AL XERESH,

TS HERE 188


https://d0.awsstatic.com/whitepapers/architecture/AWS-Cost-Optimization-Pillar.pdf
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Amazon Connect X% LT AWS Directory Service B 3 :

« #%X Active Direct ory —AWS Directory Service R F#RIGHEESN B RIEN R ERFETT.
« Active Directory Connector — AD Connector @ —MNExXMX , ATAXRN B FKIEREE @SN AR it
Microsoft Active Directory.

- Simple Active Directory — Simple AD 2 H Samba 4 Active Directory Compatible Server 2t #%
MW—MEIEER R

HEOEXHE , EFREILEENF MR, MRREERFTEZRME K, REEMBRZRG , REH
B MBRSKHIE , RAXZRAINIAEEIRENEREE,

£/ Amazon Connect PV B REF B XL FMNMITE. BXEEAHRXHNFZANEE AWS
Directory Service , & HAWS Directory Service EM 4o

LA BR#I5EF T AWS Directory ServiceS| 2 FrEH B X :

- BRENAEITEFIYT. REFRAVFR

B35 Amazon Connect SKBIXER G , TREMBREXER,
« —“> Amazon Connect S£4I# R R i — N H Fo
THEE 2 Amazon Connect =B X Z B %,

£ Amazon Connect IAM #1T@iziE SAML

Amazon Connect B BB Z £ M E#RI1C1EE (SAML) 2.0 REZFHSHBERES , AWS IAMELE ANEH
4B A B4R H Amazon Connect SEHIFVE T Web BV 8 &% (SSO)o XAFEWAFEFRALPHRS
SAML 2.0 W B RMEE (IdP) EEWITF , H LR QB FAK B F Amazon Connect 3K , MEFERN
Amazon Connect 12 & 3h iy Eiif ,

EERT
EIFtaze , FHESNUTER

- XEHBAFRERT Amazon Connect Global Resiliency 288, &X&HF Amazon Connect Global
Resiliency WE R , HSINEN 5 HIRHEHM (IdP) 5 Amazon Connect £ Bk3# M SAMLE F LK ix T
/@\%Jﬁo

« EEBESAMLET 2.0 B B HRIEENEH Amazon Connect EFINEMER S 2EEREHKSFHE
iE, AWS Identity and Access Management
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https://docs.aws.amazon.com/directoryservice/latest/admin-guide/directory_microsoft_ad.html
https://docs.aws.amazon.com/directoryservice/latest/admin-guide/directory_ad_connector.html
https://docs.aws.amazon.com/directoryservice/latest/admin-guide/directory_simple_ad.html
https://aws.amazon.com/directoryservice/pricing/
https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_providers_enable-console-saml.html
https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_providers_enable-console-saml.html

Amazon Connect BB RIS

» Amazon Connect R F & 45 & 9124 7R B A SAMLIE R 15 E M RoleSessionName
SAMLJE M4 Pt

« Amazon Connect A X #FRMEKE. LR , BT EEES R Amazon Connect, MREE, |
NaWFESIHER. SORIUENES HHRMHERE (IdP) TR , MTARBEIRFRALRE (SP)

(Amazon Connect) &Ko

s BIAMBRT , AZSHREHREUEFFEASLIK AWS BRLRT RIENNBREFERERS (ACS) , %R
SHREAXERS (BERLILE ), BiBEEWE , WERASEEPGIEIHIMN AWS X TE
B X 33 o

* FE Amazon Connect AR B &#X 2 K/NE |, BIfETE £ A SAMLAES th 2 an itk

s MRZBEFEARZENIBIM Amazon Connect 324 , SAMLH B EEZEF#HEH Amazon Connect 13
g 1ﬁ 2 |EAA lEO

£ Amazon Connect SAML Ky #EiR

TEREZRTSAMLERN AP #1TH M RIEA S Amazon Connect BXE BRI S RIAF., EAEE
ME R HREE.

Enterprise

/il ™ et ™

2 Federation
Authenticate AWS Sign-In
-~ ﬁ service o' SAML Endpoint

e

Forward

3 SAML
Idp User request
authenticated 4
Receive SAML 5

assertions

e e e e -.

i ]

H 1

] 1
i

1 p
| User browses . 1
ToURL == == ! ]

| _ ; Access |
v T T Tt rm o mm e e m e m e Amazon Connect
N Browser Interface \ /

Amazon Connect

SAMLEREZTLUTER :
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Amazon Connect BRI
1. AP XK EEE Amazon Connect BREZENMNERT /. ZEEEH S HRAUEBEE L,

BRE 5 HRIERSERMNALN & B FHEETIHRIE,

ZEOEHEEXNAPRTHEORIE , HNESORIEVARE RS & BRIERS,

FHRIERING , BRE FHRIERS 2 FFSAMLET S X 2 A F 83 588

PR B2 SAMLE B & 1 Bl AWS & FXSAMLIR R (https:/signin.aws.amazon.com/saml).
AWS B FEWSAMLIER, LEBER, NAPH#HTESHRIE , HEASARIESEBINKEREE
@1 E] Amazon Connect &% =,

6. Amazon Connect A H AWSH B IRUE SN AP # TR , HEHRX KBEFFITH Amazon
Connect,

o M w0 b

3 Amazon Connect B HSAMLE T 54 # & 4 18E

EGAMBEE AT &K Amazon Connect SEHIFISAMLE RRIE , EERMITUTSE -

1. 8122 Amazon Connect 3£4 , RFIEESAMLE T 2.0 WEHRIEHTEHEE,
2. BN B HRREET 28 E ASAMLERE AWS,

3. ¥ Amazon Connect AP INEEH Amazon Connect 3241, R E7E I ZSF oI 2 EE R 0K
PERESG, BERAFREENE , RERMNAF,

/A Important
s BEXAFBRAGFERANERIIER , 55 M CreateUseriEH iZUsername & M #Y XY,
« BT Amazon Connect Bl AWS IAME &z BFExEK , RtAFRES4AE
B AWS IAMBXEERFTEREN TSR , EEBEEARAEEZHTNAF B,
RoleSessionName B FF & &R R 5RoleSessionNamefl Amazon Connect A F IR
SZAHME TR :

Resulting

RoleSessionMame Format

Amazon Connect user
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https://docs.aws.amazon.com/connect/latest/APIReference/API_CreateUser.html
https://docs.aws.amazon.com/STS/latest/APIReference/API_AssumeRole.html
https://docs.aws.amazon.com/connect/latest/APIReference/API_CreateUser.html#connect-CreateUser-request-DirectoryUserId

Amazon Connect EERER

4. ASAMLEIS . BHRIIMNMPSERSEEENERIRET. ARPEFRIEN S HRMERE. K3
B, AP N#EEREEE Amazon Connect 3241, ZIAMAGBRFEBKE AWS , N1 RFIH A
Amazon Connect,

EOZESEHIIEESAMLE T 2.0 B I

£ 812 Amazon Connect Eflat | iHEBRSAMLETF 2.0 WEHRILEMHITEHEE, EE=-FH
MBHAEGICIREERN  AEENAFREBS4ATECEENMAENEEZINMEMNAFE. REAX
NEBREEZBNGEIN  RAZBRELENNEERHITEEN, EE A Amazon Connect H
B HIKE Admin ZLEE X4,

WA LUET B 1dP HEREEAKFPAMMEMEAF | LB FREHN Amazon Connect 34,

EEN B iREENzEE ASAMLERE AWS

E N Amazon Connect 8 ASAMLE T SR RITHIThEE | BAMEIAMZBFH AT RIE S HIRMERE. X
EZEE , BSHEAYT SAML 2.0 k& B AP HR AWS EEEH A,

73 Amazon Connect Bl 5121 AWS W RS ESHIRUENIEMER, LRRERTPHD
R 6 BAEFIHAXAFIEM Amazon Connect 3£l , T A2 AWS Management Console,

B RASAMLEREFT R LT AWS 21F .

1. EPEIRSAMLEME AWS, BXESZEE , BSHALIESAMLE iR 4.

2. EAGIEAT SAML 2.0 ExEHIAMA & AWS Management Console, XN E& & 710 8l & — 4
Al (NEE-—1MACHARATHRAEARIL )., ZIAMARBREBIEHNEHREBEEZNAFEE
TRLER PR AWS, FELLRHIAF | XL PR ARG B Amazon Connect, {#£H Amazon Connect Y &
2EEXH , TR ETFE Amazon Connect THEERIINPR. BXEZEER , SR SAML2.0 Bk
SREAE (BFHE ).

ELZBS5F | EE “REFREHR AWS MIEBEZH A", SlEEZHN SAML 2.0 k& 5 RKIE 6|2
AGIEFNIEFRRNEERE. AR , SIE —NREEHNE 2B 2/EH Amazon Connect 38
fBl, BEM “HEMESAMLETABHES SRR IEBHNE 9 A,

BIZEIAMA & 2 B R FRAY SR LA T SAMLER &

1. FEMINRREEE L | EF02RE,
2. HOERERUEL , &FISON,
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https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_providers_enable-console-saml.html
https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_providers_create_saml.html
https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_create_for-idp_saml.html
https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_create_for-idp_saml.html

Amazon Connect EERER

3. E#HIATROIRE < —FREKUEISONKEERERD , BMAMBIAEXR, S ERE—
KRB RASAMLERS |, tH A BURIE G EBEE RN ERITEE L,

R ZEBE NISE Amazon Connect SRHIFMFFIERAFBAKES B HRIE. X FSAMLETE
A B RIE | iEResource B RIZARNIEGINERRR

"Version": "2012-10-17",
"Statement": [
{
"Sid": "Statementl",
"Effect": "Allow",
"Action": "connect:GetFederationToken",
"Resource": [
"arn:aws:connect:us-
east-1:361814831152:instance/2fb42df9-78a2-2e74-d572-c8af67ed289b/user/
${aws:userid}"

]

5 FHIZ R B N 45 E Amazon Connect X413 ABXE B RIUE, ¥ connect:Instanceld B{&E
BN EH=HIH =4 1D,

{
"Version": "2012-10-17",
"Statement": [
{
"Sid": "Statement2",
"Effect": "Allow",
"Action": "connect:GetFederationToken",
"Resource": "*",
"Condition": {
"StringEquals": {
"connect:Instanceld": "2fb42df9-78a2-2e74-d572-c8af67ed289b"
}
}
}
]
}
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Amazon Connect EERER

ERAZERBNZNIRGBEARESFHRIE. BEEMIISGIEENSIESIDs.

{
"Version": "2012-10-17",
"Statement": [
{
"Sid": "Statement2",
"Effect": "Allow",
"Action": "connect:GetFederationToken",
"Resource": "*",
"Condition": {
"StringEquals": {
"connect:InstanceId": [
"2fb42df9-78a2-2e74-d572-c8af67ed289b",
"1234567-78a2-2e74-d572-c8af67ed289b"]
}
}
}
]
}

4. QBRME  EBET-—% F&%. RAFERET N SAML2.0 RESHRIMERAS (2FE )"
EFBP NECESAMLETASHNRES ORI SEFHISE 10,

3. HENMBEENWSAMLIEHE AWS, BXESEE , BV SAML 2.0 BREa S A S
AWS EEEH &

4. WEHRBIEMNEESAMLEIS. BEXEZEL , ESHEN S HREIERN A ESAMLES .
5. X¥F Amazon Connect , B ‘NARRKFE3” BURLZE,

6. ZEFHREMBURLAFHNARFEAERS (ACS) , MUEASEK Amazon Connect 3= — 3
AWS XiF HXFART R, BXESZER , F2H NSO RESEE ) £/ XESAMLA T

/AN 0

7. BB B RARN P HIRSUUIE @SR Amazon Connect 326l, URLATHHIRSH B TERH A
B :

https://region-id.console.aws.amazon.com/connect/federate/instance-id

B region-id fERELIE Amazon Connect EBIMX ZF , FIAIEERI ( FHFHELILIP )
B us-east-1, EH#t instance-id EREHIEHIHISEH ID,

GovCloud 130 , URLR https://console.amazonaws-us-gov.com/:
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https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_create_for-idp_saml.html
https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_create_for-idp_saml.html
https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_providers_enable-console-saml.html
https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_providers_enable-console-saml.html
https://docs.aws.amazon.com/IAM/latest/UserGuide/id_roles_providers_create_saml_assertions.html

Amazon Connect EERER

« https://console.amazonaws-us-gov.com/connect/Bx 38/32 4 ID

® Note

JE3 £ Amazon Connect 2% & FEFERFIF & , BRI KBS EHIH KB ID, K461 1D
2 “BI” WE EARNE REIEHIS “instance” FHEMN —EABEZMNER, Hlin , LLREHIH
BYE4) ID 79 178 c75e4-b3de-4839-a6aa-ARN e€321ab3f3770,
arn:aws:connect:us-east-1:450725743157:instance/178c75e4-b3de-4839-a6aa-
€321ab3f3770

R H D RAREE N EH XESAMLA R T R

RTREFETHAMY , RMNBWEASER Amazon Connect 24— XBSAMLAR T =, MAE
RN BL BT o

LTFSB®E 1dP %< ; A 1EA FET | SAML dP ( 570 Okta, Ping. . Onelogin
Shibboleth, . AzuRead % ) , ADFS

1. EH (REER ) MiISEAERS (ACS ) URL, BRMAETUMIEIZRX—K :

o I 1 : T AWS SAMLITEIE H FLocationBMEEH N BE RN XIT, FILEFMRAH AWS
SAMLITTEIE I BEH 1dP =,

AT RAETTHY R A -

<AssertionConsumerService index="1" isDefault="true"
Binding="urn:oasis:names:tc:SAML:2.0:bindings:HTTP-POST"
Location="https://region-id.signin.aws.amazon.com/saml" />

« %I 2 : BELEH 1d URL P B9 AssertionConsumerService (ACS). X4 F IdPs 1§ Okta iX#
REETS AWS E£HITHEE , IRAIIEEE AEFIAACSURLF AWS &, FRAMEBRMNKRE
EREENXE (I, https://region-id.signin.aws.amazon.com/saml).

2. EHRENABEERE

a. EEXNERLESFHRHFNSINKFTINESIEERTRIR.
b. REFEEXR, LI SAML: aud FHERNZERL. ST :

« BERIA{E : " SAML:aud “” https://signin.aws.amazon.com /saml’,
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Amazon Connect EERER

o Z331&K : "SAML : aud®: ["https://signin.aws.amazon.com/saml", "https://region-
id.signin.aws.amazon.com/saml’]

c. WEANEEXRRHETXEER, £FHREHE , FAFENMEN TN —E 25 R5EK.
3. NBETXEAvES A WEEE P HRE,.

a. WMREFHITRE—F , WLTERIEBEXFHHSAMLEREEFAF&EIRE—XEREE
HEERTH. SMNEFOREBNLRIRERER , BREESE (HW , NAEAEHASAMLE )
HREASERIBENAWSER RS A NHE ) BR T WA P ARDRKTIURE

b. ERESEN IdP HER/ZH , RPMRBREN EENEHE RS (5

| https://region-1id.console.aws.amazon.com/connect/finstance-id).

(® Note

-« FHRSTSER HAthith X RE A ZI8E,
- R ‘B SCPs 2 L EEMHMXIFHSTSHITIRE.

ERLL T PUIRASRY B B URL

EREAREBEEPLRSH , BAUEAFTH B RS BNAF 51 SURLESR Amazon Connect
SEIFRSERE. flin, EREBEERNEREZECCPERITH, YA NAFITE—IMNRLEEX
%, UEFAPXEGPZAEN G ERR, flin, BRREBLESICCP , HEAURLELTFUTA
B PYIRS, BYUAFNUTXHPEAN B REFEAURLERBURL :

* https://us-east-1.console.aws.amazon.com/connect/federate/instance-id?
destination=%2Fccp-v2%2Fchat&new_domain=true

S—MERBFFURLE :

* https://us-east-1.console.aws.amazon.com/connect/federate/instance-id?
destination=%2Fagent-app-v2

GovCloud #i#0 , URLRZ https://console.amazonaws-us-gov.com/o, FTEAMHEFR :

* https://console.amazonaws-us-gov.com/connect/federate/instance-id?
destination=%2Fccp-v2%2Fchat&new_domain=true
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https://aws.amazon.com/blogs/security/how-to-use-saml-to-automatically-direct-federated-users-to-a-specific-aws-management-console-page/
https://aws.amazon.com/blogs/security/how-to-use-saml-to-automatically-direct-federated-users-to-a-specific-aws-management-console-page/
https://en.wikipedia.org/wiki/Percent-encoding

Amazon Connect EERER

MREEFBERSHEES Amazon Connect SEHIURLZ AN EANKE |, HlanEESH A E LMY |
FRFZASEB MM S HAERNKIRD, flm , B TIRFHITXEDSR

1. £ Amazon Connect 2% & 750 https://your-custom-website.com BEHERNFKIR, X%
B , 2% £ Amazon Connect FEAERNAREFHNIFAIEE,

2. EEN e HREED | FPLRSEEN https://your-

region.console.aws.amazon.com/connect/federate/instance-id?

destination=https%3A%2F%2Fyour-custom-website.com

3. HIRWAREBERN , M EZET 2 hitps://your-custom-website.com,

SR FPRMMEIEE Amazon Connect SE451

HFAFRMEEREERSFT , HBRRAFESENINEERTPNAFETETE, NREHTFTE ,
NAPETTUEFZEHIRMHER | (BTAEEF Amazon Connect , B8 Amazon Connect R R1Z7E
BEEZAFENARKF, ZANEZRAFREERELFHRMARL , WA UFERACSVERItE & A
Fo. ®AFPZRME Amazon Connect /5 , IS ELZEBEXHFNMEMAFRE,

MRAFEFI S HRAMRE , B Amazon Connect F AR EAHBAFENKS , WLERWT
FRREY AR EHEH B

Access denied

Your user account has not been added to Amazon Connect. Please ask your admin to add

you, and then try again.

EAERE FERPF

A B FAFRMEICSVXHFREARF, RE , BUUNCSVXHSAEHNEH |, ZE64
MrRBRPRMEIX 4D, MREEET LACSVXHRBMARF , BFHAEASAMLAF &R, &7
£ Amazon Connect WA EETTE LR EIHEXER, TENERATFSAMLETEMHN S HRIE, 0
REZHTHRIER , WNEFEASAMLET S HRIENZFiEERTHAFEEH LREAENRAE,
ZERTRIER T B FERH4RZEBN,
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SAMLA & R MG LT H

LHIRSAMLTE Amazon Connect R{EAR , AR ATUBTE B & 1RRER (IdP) &5 Amazon
Connect, &Y IdP EERENEER. AWSESTRIEE , T HAFE— 1T, RS, AFRHE
E [ EEH Amazon Connect K6l |, H B £ A £ S B FKIheEE R ZE| Amazon Connect,

BRERESRE , XN RAEMN Amazon Connect AP EN — N HE A Amazon Connect FEE MY
FiE. AN Y ERFM Amazon Connect MG B R IREEEHE, &N , T—MNEXIE—&ITEN
A B A LA E R M & 5 Amazon Connect , RAZBISENSBREX XA FHRAMAER. B
BN 12 /A,

XTRETH

Amazon Connect @ EEAF&EF 12 /M EEH. 12 DtiE , AP NEx#TSE , BMEMAIDEERE
B, MREHVEFERSEZRSHWABEREY 12 /Det , MBNEEESESEIBZHRFLHSE, B
BIEIN AT |, BEEEE4S Amazon Connect MK IdP , AFEHE R, XFGEBESHMEREN
2FEITES  BREFEESEFHASIHE, NREAEIHRAFPNEES , WEERUTHEE,

EHXFER Amazon Connect , AR FEZXIEH S M4,

Session expired

Your session has expired. Please log in again to continue. Sessions expire after 12 hours.

(® Note

MRBEEZNEISCECIHEE , NARERAEERFLESHET, HHEENSHRRERS
H&EF, BIF Amazon Connect WH, MREPAKRZEILEE | BFERREH (T HAR,

58 Amazon Connect #fZ& SAML [A] &
A ITA T B I BEBR iR R = P ESS SAML 5 Amazon Connect &8 A RHB R — 5 ¥ W A &,

MELBHESHMEMIRMERER ( HIW0 Okta, Pingldentify, Azure AD % ) WERKIRIE |, 27
Amazon Connect SSO & Effit4&.,
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HIRHE  HREEL., ENKFELTHHRIE , BEHARBALNARERF.

Access denied

Your aceount has bean authenticatad, but has not baan onboardad to this application. Contact your Adminstrator 1o onboard 1o Amazon Connect and try again.

XEREFAL?

LSRR RAFBEA SAML K Ih[E AWS SAML B FiE S #H T HRIE, B2 , o3& Amazon
Connect NIEE/#HBILEAF ., WHEBERREIMUATRBAZ — :

« Amazon Connect A F Z EE B R IREEFIREIR SAML M FHEEM RoleSessionName
SAML BT TEL,
« Z A 7E Amazon Connect N7,

- BY SSO NAFDE THANEMHNEENHF,

RRTT B

FALUTSREEEHSHEMAREFIREMN SAML 9 1EER RoleSessionName SAML B , &R
54 F& Amazon Connect PR E R B H EZ2HITHRK,

1. RIRBHEEFZFIEHIT HAR 3K (HTTP ARchive), XJFM N KBS IRHIRMEZIE R, FRHEIRX
HHRFE HAR X4 |, #la0 saml.har,

BXUHA , BSEHMAMNEERHN AWS Support 6612 HAR X4+ ?
2. ERAMAHERT HAR XM EHK SAML B, HE , BTUTHS :

$ grep -o "SAMLResponse=.*&" azuresaml.har | sed -E 's/
SAMLResponse=(.*)&/\1/' > samlresponse.txt

o XFF1E HAR X HEFIE R SAML TR , HFEREE samlresponse.txt X4,
- MIRIRA URL 4w%5 , M A XA Base64 4wiB,
3. X URL MgRI#{THR , REEAE =7 T ERME L AMHED Base6d NE. Bl :

f# A Amazon Connect HE& SAML [RIER 199


https://aws.amazon.com/premiumsupport/knowledge-center/support-case-browser-har-file/

Amazon Connect EERIE™

$ cat samlresponse.txt | python3 -c "import sys; from urllib.parse
import unquote; print(unquote(sys.stdin.read()));" | base64 --decode >
samlresponsedecoded. txt

LA E A £ 8 python in S MR URL 4mEBHE X #EES SAMLResponse. Af5 , B©fEEXE
Base64 MYMARL , FHLAGE XA SAML MR,

4. REFMEBMHMMAIEEL, i, TRE R E RoleSessionName :

S export username="grep -Eo 'RoleSessionName.*?</AttributeValue>’
samlresponsedecoded. txt [ sed -E 's/.#*<AttributeValue>(.*)<\/AttributevValue>/\1/"'"

5. BENLE—FSREWAFEERTUAFR BB EETFEN Amazon Connect 241 :

$ aws connect list-users --instance-id [INSTANCE_ID] | grep $username

« MRFXL grep REREIELR |, XEWRELELEH Amazon Connect EHFRREZEAF , REW
HﬂFE{Eﬁﬂ;HE’\Jk’J‘E}ﬁUEE’\JO

« WREH Amazon Connect EHIFFZHF |, NISKE ListUsers APl BAMNIR AT RES 9 R, fF
ARtk APl REIR NextToken REVERAF . BXEZELR |, 551 ListUsers,

T~ SAML I 52

UTRRH SAML IR FHE&G, EXfERT , FHREMRERF (IdP)  Azure Active Directory
(Azure AD).

name"><AttributeValue>jane-doe@examplecorp.com=/AttributeValue></Attribute><Attribute
MName="https://aws.amazon.com/SAML/Attributes/Role"><AttributeValuerarn:aws:iam::111111111111
role/AzureAD Rolearm:aws:iam:111111111111:saml-

provider/AzureAD Connect Admin</AttributeValue></Attribute=<Attribute
Name="https://aws.amazon.com/SAML/Attributes/RoleSessionName"><AttributeValue><jane.doe@ex
amplecorp.com</AttributeValue></Attribute><Attribute
MName="https://aws.amazon.com/SAML/Attributes/SessionDuration"><AttributeValue>900</AttributeV
aluex</Attribute></AttributeStatement><AuthnStatement Authninstant="2020-03-17T04:31:42.8387"
Sessionindex="_aaaaaaaa-bbbb-cccc-dddd-

eeeeeeeeeeee "> AuthnContext><AuthnContextClassRef>urn:oasis:names:tc:SAML:2.0:ac:classes:Passw
ord=/AuthnContextClassRef></AuthnContext></Authn5tatement=</Assertion></samlp:Response>

This is the returned
RoleSessionMame
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HIREE  hREIEL | BRRREN AWS IKFEE R T RAB,

Access denied

Plesise contact your AWS accourl administrator for Sssistances,
Lisar; armcaws; stso DG =) med-role AzureADRolafconnachisans G 0T 5 ok authonized to perform: connect GetFed erabionToken on resoUNcs; armeoaws connects

st - 25 VN 5o o A, - v A A AU G OHT THP ZTROL TP conrectu send R, - . | Servos: AmazonCannect; Status Code: 403
Ermar Code: AccessDenisdExcaptian; Requast ID: a944d648-3cab-44.35-blad-Ba 5500452 Beg)

XEREFTA?

E2fH SAML RIXNAFFRRANEEHRITENRIL, BR , ZAG®TNIEA Amazon Connect #Y
GetFederationToken APIl, LttiARARAERN , MERF AT LAER SAML &2 H Amazon Connect
=41,

BRRTT B

1. MEH connect:GetFederationToken MIXBRMY RIS MBI ESE R EEFRIN AR, LT
=R RO

"Version": "2012-10-17",
"Statement": [{
"Sid": "Statementl",
"Effect": "Allow",
"Action": "connect:GetFederationToken",
"Resource": [
"arn:aws:connect:ap-southeast-2:XXXXXXXXXXXX:instance/aaaaaaaa-bbbb-
cccc-dddd-eeeeceeeceeeee/user/${aws:userid}"

]

}

2. fERA IAM 25 A MK, F , £/ attach-role-policy API , a0 :

$ aws iam attach-role-policy —role-name [ASSUMED_ROLE] —policy_arn
[POLICY_WITH_GETFEDERATIONTOKEN]
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HIRHE  2FEETH

MBRBEEZNEISCECTEEE , NWEIREERFLFETHET, HEENEHREFHESR,
RI%t Amazon Connect WH., MREMPAWEILEE | FERREH (T AR,

Amazon Connect B9 H &R

BRTFEARERNARI  BETMERUTEIRT #48% Amazon Connect WEZEE,

R
« Amazon Connect APl &£ & ¥

» Amazon Connect Streams

« Amazon Connect Bl X Fi F° 53 E 7= 4l

Amazon Connect APl & & ¥

{Amazon Connect AP| &) #R 7 A T REMEBENEE P OBAPIRE,

Amazon Connect Streams

Amazon Connect Streams X#N R T M{AFZRHIE Web M AREF S Amazon Connect £

M. Streams fFIREEBF Contact Contact Control Panel (CCP) Ul A4 ARSI R E A |, M/ EHEE
WHEBRBMEKRARSES , NMiEEEBESIEHONRNEFR) REZEFREMBERRARS. &7
DERANBEREASIMN LT HREEESHWRE : Streams AERM T EFHN A,

Amazon Connect Bl X i 7 5 HE 7~

Amazon Connect Bl KSDKFI/RHISEIIR M T — LRG| |, HEA ML A B AR FRE® 5 Amazon
Connect I X &z,

$XHYL Amazon Connect B & I & &

MRS EEE R HHEERKR Amazon Connect AR X #H |, HEBUT®EIZ — :

- WMREH AWS Z#FkF BRI AEIEPOHRERIE,
« BN , FEITFH AWS Management Console FH K RiEEAmazon Connect, X, BIERHI,
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https://console.aws.amazon.com/support/home
https://console.aws.amazon.com/

Amazon Connect

REUTEELERY !

EERESE

o BRYBRE P OSEH) ID/ ARN, EERIEHSZFIARN |, EFSFEHERA Amazon Connect 3241 ID 5
ARN,

° j&R\Fﬁ-E Izjﬁjzo
o BBEAIFHEA,
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£ Amazon Connect FiZ B ZRE KO

B% , BFELIE— Amazon Connect 354 , BIRHE LR L H Do

#12 Amazon Connect 3245 , AT :

NHBENIREKRATHETHERE,

REEHNE, BHFERFUNMEIREHNERE PO ?

s AENBKRZPL@@ BiE— 1 BiESHE , IBENEMEEHREBELE SN BIESE,
s REEFHNHIXER., FEFRARB.

.- RBSMS (EE ) HE.

« REMAMNR, Web R 5HEIEIHEE,

c REES.

ERHWEFY , FREENHIEREE D,

NI EREAA

- BEENTEHMEXHNRIIE , ARRAFIERSEEXHNR , SEMA17 L5 E Amazon
Connect FEEHAGBGHEH D
BERH, BALLARBIRRZACNZREAANSY , B LUREZ NG, ENBRRIARBAEERTE
HEEM F R
5/ Amazon Connect B B BAIARIZ SR €1 2 8 B © B RIE R E IR & 7 a4k I8 S8 iy BX 4% =
o

[ &R R ER M I BRR A2 HIE AR (CCP) MR |, IR EA ZERERRARD,

AN EBGE T HAHITXES R,

P

#2Z Amazon Connect =4
1£ Amazon Connect AR5 & . BXFAES KK

D= OETBE]

« £ Amazon Connect Fi%E H I5 @B 1E

i% & Amazon Connect HI47E3)

EEIENINM AP Amazon Connect

204



Amazon Connect I R IE
f£ Amazon Connect & B H

f£ Amazon Connect 1% B R H BL & MU

« HREIFFH Amazon Connect Bx R A 2 #|E R (CCP).

HARERETE Amazon Connect Bk % A 2 EAREI R (CCP)

A BENX Amazon Connect Bt % A 2 #IE#R (CCP)

£12 Amazon Connect =4

RIE Amazon Connect KR ORI E — S RUBEMBKRFPOXH, SMRFITEEBRRFOMEXH
FIERRMIRE,

ol BEAEBNER

« YHSEM Amazon Web Services (AWS) B , 1889 AWS K P/ B SEMATE RS AWS |, 81
Amazon Connect, ZBRERNFERAWRSF5. EBIE AWS IKF | HS R MM 62 FEE AWS Ik
£

- ERTAFPRIEEH | EHEARMIIIEAE AmazonConnect_ FullAccess FRE&IZ TR R,

« BREERPIFAFENREIAMRRYIEK , FSRAEH B EXAMEREE Amazon Connect & M U
173 B £ BR A ER B9 X BR o

+ Amazon Connect F3& A T & I & B Bk M RS FAABBRA F) (AISPL) 55 Y 5%k 5 48 B 55 19 EN
P, MREZERE Amazon Connect REIEEA | SRR EERER,

- ERIERGIN B4R EEIMAEREAF, EEXHE , B EZERSHERILET, EXEZE
B , #3211t X7 Amazon Connect F Y B9 &E I8,

£15 . 1RESH

8 Amazon Connect SHAEFI & RAI AR 27 Amazon Connect i A K 2 Bl iy . £ 0 22 SL 4
W EATREENAERARS, EHURRE  CRAEUSNERLT., SXESEL BN
it %I Amazon Connect R 5 HEHE,

NEPIERESDEE

1. 3TF Amazon Connect ##|& , Bt Fhttps://console.aws.amazon.com/connect/o

2. &R, MRELFIRT KA, FEERMEH,
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https://aws.amazon.com/premiumsupport/knowledge-center/create-and-activate-aws-account/
https://aws.amazon.com/premiumsupport/knowledge-center/create-and-activate-aws-account/
https://console.aws.amazon.com/connect/

Amazon Connect EERER

3. FBEREUATEIZ—:

« AP 1E61E Amazon Connect F - £ Amazon Connect BIZMERAFIKS ., BFEEH
N RAEFRXZEAF,

- §E3ETIAHE X - FH AWS Directory Service BXEBRF, BaLEXE—/ Amazon
Connect EHIREAENB %,

« SAMLET 2.0 WEHBRIE-FEFAINEN FHRMHRS (IdP) FAF 5 Amazon Connect BRE#EK,

4. WREERIE Amazon Connect FEMAFHSAMLE T 2.0 WEHRRIE , BRHIFREERKEN
L, URLIZFFZEMA XS EFTA Amazon Connect Sl AMEME—R ., BIESEHIURL
&, BT EERIHRNR,

5. WMREEFRTHZEZMERB R , iHH B F%EE AWS Directory Service B %, BFxBRE Acces
URL s REBIRE,

6. ﬁ*%jt_io

E2L: FAMEER

£3 Amazon Connect EHlIEEEBAWAF AR , ™7E Amazon Connect FEIE—1MNAFPKF |,
RiZAF 9 Admin £ B 34,

NEPIEEERR ( Wik )

1. RBEFEESELE—SHEBNER  ITUTRIEZ—
W RIGIERIFZ A Z# 7 Amazon Connect F |, IR IEEHEER , 71 Amazon
Connect FRAAFIKFIZEEFR, BB FHR bt

o WMRGEFEEIMBEBER, WE “AFAB” P& A AWS Directory Service BZXFINEBRAFH
HE. ZAFNZBEETEREEN,

o WMRBIERSAMLET 2.0 WEHRIE | HkF PINFEERR” , ABTE Amazon Connect H
NAFPKFRE—NER. ZAFPNZEBREY IdP EEMN,

2. MRBHXRPITEEEER , bAUEREEER,
3. (") mMEHFRINIEE. BXEZER , ZHIr1iE Amazon Connect 3£,
4. iij:¥-|:_$o

FE 35 REHF

EALES PR AT LUERREFEEFERERTESNEE, RITHEBEURRT RHRREES M,
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FHIR

BREHREASHE , XN THWEMEY | ERIE AT BEZA R ZM , flItLES. failure-to-
connecttf IR BT IREAHREN HMEEHHEE,

(® Note
ERPED K EDESBHRERER SWERET SRR AEEE.

MNBERT , ENEERARHEEK, FIEBUTRE

- BHRBIRTE 2020 FF 4 A 17 B2 el @M , MR ARTMME TR, BFEERARBEEZTI,
BXRUH , FSH EHEIEILET,

N 3L e i BB E IR T

1. EATRABRRFLD , BEEALF ALY,

2. EATMRRPORE |, HEE AT HMFWL,
3. ERRAZHEBE , BER-REZATAFEIE,
4. ﬁ?%jt_io

4% BIREEHE

(® Note

Amazon Connect A X FEHER TH Amazon S3 X RY{IELAER write-once-read-many
(WORM) #E R F N R,

LB ESFIRT |, BRINBERT , BMLBIE— Amazon S3 MR, EMREMTERZT 2 EXHWHRE
A3 1T I0% AWS Key Management Service , A Zf&7E Amazon S3 ZERE T,

ZEHENZARNATFREZRENSHORS, & , SHUUANEZRENSEHORSGIEELMH
FHEMNZRP. BXxiEA , BS5H EHER Amazon Connect SEHIRE,

FRIAER T , Amazon Connect 2R|EE TF#EN , A TEHBEERE. IXidx. SHRENRA

5o
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- HOIBETFHBUEHBEREN , 2EXFLEINEABERE. RELNEN T —FTREKRRHIE
ERETH.

- HOIBRTFHBUEMBIRXIERN , 2EXFIRNBEAPMRER, NE , IEIXIERBPEEEFRE. X
HEBREREIRNEN , TEEERRRPREZTZIT o

« RINBRT , T8 AR EER.

s RINBRAT , TEARERH, BXEZEE , B2H HEH Amazon Connect E6I/E AR E
il o

EIAERT , Amazon Connect 2BIE—MEBEFEME , ATEENEFRRAALERERF

SR (fBlakS. Hur, eyt MHEEBE ) HESHNER, EAXNBEHRTMNE AWS Key
Management Service, EXFIRERHKE , BN BEFR RN EENFRAECHNEAREZH. &
XEZER , ESH AIBEKMSEALURE A HERTINERE (XE),

EFEHEH S3FEEENNVE. RATURRBES A Customer Profiles.

1. MRFE  BEFIFEBIEMEN S3 FEBAVLE KRR AERNE CloudWatch,
2. iij:%-lt_io

B 5% AR

IR A
1. TREBERW. Ficfd , FeRXME , SR EERS D EERI.

(A% ) EEREAEEELED , EERRE.

( Ak ) MEFIRNFEL, BXEZEE , HSHRIE Amazon Connect 3E4,

izl F= oML

(Al ) ERRFESS , FEEFRER , AREETH. UREE , BAUEAGHEARLE
xHl., BXEZER , B3R BEIEK.

o A 0N

IR %R EETE Amazon Connect R EEIY AWS Directory Service BEZEBRAF , N ATLAEA
HiFERERIFRIEHIURL, REEZBISAMLE T SMRIESKREERF , MTLAER 1dP 154
=4l
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HX
I e

RIEBEHlzE , BAURAKRRPOLDE— P EFSE , B3 ALECHEFSE, BXEZELR , S
% HIEH Amazon Connect SEHHR BB E RO BEIES,

HIEH) Amazon Connect Bx4& #0822 FF & 5 12 S 451
AREFEREZNERRPOEH , fln , —MERATHENADE , Z—1NMEF QA , F=AMNFTFAE

o

W

BIROIRBEEEEER AWS KERIETT,

/A Important
Amazon Connect R HI K Z LA EB AT LAE A Amazon Connect ( 37 ) BIBZHE= Sz B E
FIAPl, FEIXHE AT iEEE A TR
« RSBRABETBANKEH,
- RELEHRS (I BFRBER) —IRR8E851EE — 1 Amazon Connect 3£41,
o AT EABSERRFI M X E A4S E R

EXEZER , FSERET KM Amazon Connect SEFI MR IAE T8 B & =838 ?

IS — kbl

1. £ AWS EEEHIEH , 1%£#F Amazon Connect,
2. EEBERM—ANEH,
3. 5ERK Amazon Connect B#RELERE LWL, BxiiA |, BESHE 812 Amazon Connect 34,

K Z|¥REY Amazon Connect 3241 ID 3 ARN

LRI X B R |, TRESBERGIREEN Amazon Connect 3241 ID ( B AARN ) . A TERN
FRUEHKZ ID.

1. $TF Amazon Connect #F|& , Bk https://console.aws.amazon.com/connect/o

2. TEEHPTEL , EREHIBE, EHBEtERENESEZH , ©ERELEMN Amazon Connect #
URL, TEE/RT Amazon Connect E#\BX R/ OEHITIH , HEd |, EFBBEAERE —NHE,
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https://aws.amazon.com/premiumsupport/knowledge-center/connect-migrate-instance-resources/
https://console.aws.amazon.com/connect/
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Amazon Connect Instances

Amazon Connect virtual contact center instances

Q
Instance alias « Access URL [ v Channels Create date W Status v
mytest67 | s https://mytest67.my.connect.aws Inbound, outbound telephony 1/12/2022 @ Active

EKF R REN D R IRESHD , BAIUERTEHKBIARN,

Distribution settings

Instance ARN

arn:aws:connect:us-west-2: :instance/6eacb1e7-22cc-460e-83eb- 92

Directory
mytest67

instance/ Z M EEFZ3LH ID,

Distribution settings

Instance ARN ‘
arn:aws:connect:us-west-2: :instance;{Geacme7—22cc—460e—83eb— 92
Directory

mytest67

BEHRIEH Amazon Connect SE41E Fi

1. $TFH Amazon Connect #F|& , Bk https://console.aws.amazon.com/connect/o

2. EXHITmEL , EHEHEREEMBBRIP, LEFAFHEREURLER TiHE Amazon
Connect By XX #4,

ERIEHKBI BB B 210
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Amazon Connect Instances

Amazon Connect virtual contact center instances

Q
Instance alias « Access URL [ v Channels Create date W Status v
mytest67 | s https://mytest67.my.connect.aws Inbound, outbound telephony 1/12/2022 ©) Active

FEHIER Amazon Connect SEHIHY1% B

EHTRBIRE

1. $TF Amazon Connect #F|& , Bk https://console.aws.amazon.com/connect/o

2. EEHIrTELE , EBEHIBE, EHBEtBELNEFEZH , ©ERELEMN Amazon Connect F
URL, TEE/RT Amazon Connect E#\BXRZ A ORFITRE , Edb |, XFI5BZBEAEE—NHIE.

Amazon Connect Instances

Amazon Connect virtual contact center instances

Q
Instance alias ¥ Access URL [2 v Channels Create date W Status v
mytest67 | o https://mytest67.my.connect.aws Inbound, outbound telephony 1/12/2022 © Active

3. ERTIIRE,

ERTERTEIA N

1. ESMBERD , EFHE,

BURFEBRITENBRRPO |, HiEFEMA Amazon Connect #IT A 35 #BiE,
EAFMBRRPORY | HiEFMEA Amazon Connect 3247 H ¥ 81,
EERAHINEDY | HEEEAHWEES,

w0 DN
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https://console.aws.amazon.com/connect/

Amazon Connect EERER

5.

6.

8.

BEYERARHEASN , SHNRERUAER HFUAITEEZGNZM , FINCLES. failure-
to-connecttf xR E MK B R IERHBWEEMER, 1E1RE A REHEME,

® Note
ERPEREEDESEHRERESNERET IS EHEMAIIEE,

BRINERT , —MNFUALE=ASEE (N, RNEEN—AER |, E—MNEFE. — I B
M—IAEE ). ERATESZSINSEENZHBEE , BEBR-ARZSAGTAFTEE, LIIEENE
A FCCPV2,

FREEAZSHBEMNEBRLER, TR RETREREANGE,
ENOREREARE , BELTUERENPRE BIEANMERLEEE,

BREZER , BSH H ARG T OFRMNE S 2 8 B SSHE & MBI AX E,
EERRF

ERTBIEF

HESMERT , ERBIEFE, ERUATGER
- BIERE &R RE BEATRHESNENEEBNKMSEY | RRIERE “RE

PR FEEN , EXFRFNERABERE., RELIEN T -—SRERPREFZFITH,
« BIRIEFK : & wE, BEWRNERE (HX ) NEEBIKMSER , RAREE “RE"

BIZ IR , ERXPIRFERBRMA, TE , A HRMAER 7602 LAt.

o EIEAERNEH  ERRERAENEARNEE , ARERERE. EXEZEE , B5H
1£ Amazon Connect Fi% B & Z MM BB EE R,

- SHIERE  EREE , NFHNBRSEEF#BNIKMSER , RAEEERF.

- MitF o kREE  AEERARGHRE  NEENEFBAXARE, ARILETMEMSRVE
ZEE , BSRAEENTEAMACCP , UMEEFMRETURAEN L& X4,

« BRRAME  BREE , EERMITENFERBNKMSES , RABERRE.

BIB AR, 2EXGIRBEAITE, REWNEN T —SREIZ AR,
- BERG AR 'RE  EEAERSXHINFEBNKMSHH , REER REF

B &M Amazon Connect SEHIHIIRE 212
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BB FEEN  SEXFEINEARERE. RELDEN T -SSR THEHLZEEFENA
BF K ABREREXSNIOMITINBERTIERARERG. BXEZER , BHSH HEW
Amazon Connect 324l /5 AR E xE.

FEHFBERALE IR

1. ESMmBERT , EBRBERLE,
2. EBRBEABERRNLE, EXEZEL , H5H HEK Amazon Connect SE4I 8 AEIER
3. WFERRIZHE , FHITUTEREZ—

+ 1%&$R Kinesis Firehose H&FE—MNNBNEHR , EFCIEFHH Kinesis Firehose 3T F
Kinesis Firehose 2 #l& H 6122 & Ao

o %&3$F Kinesis A RF—NMINBHR , HEEFEQIERFM Kinesis Firehose BT Kinesis 12l
A HeER,

4. WNTEEEH , HEBRE—IINEW Kinesis i , IR BIEF I Kinesis i LAFTFF Kinesis 4| &
HEIER.

5 EE®RE.

FH o TEIEm

1. ESMBEED , BRI ITE,

2. %EJFH Contact Lens, BXEZER |, iHS W £ Amazon Connect & 2R 5 F X 1 2 #7 5k
DX

3. EBRRE.

EHRIRE

1. ESMERS , B8R

2. (W) EFMMATRHZIZZS  FEBEMBH, BXESZELR |, 55 £ Amazon
Connect FINZE F f# ANBRE R,

3. (THi%)EES Amazon Lex £ , HiEE—1 Lex B EF. BXEZER , H5H ¥ Amazon
Lex BN F A 1E| Amazon Connecto

4. ( Ak ) E5E/K AWS Lambda , i§EF —1 Lambda B, BEXEZER , BZRA BT
Amazon Connect 37 8] &/ AWS Lambda ZhBERI R o
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5. (7)) EGARBE , BERBEAREE. BXEZER , BH5W £EFE -~ SMI1EZR |, RER
#&H Amazon Connect e B EFHEH.

6. (Hi&) EZ&EA Amazon Polly FATAMREERS , FAREATANREES. AXESZER .,

B2 Amazon Polly BEXFE S

7. (W& ) EA Amazon Polly I HHES,

RN FERAMHFCCP , LEFEFMRERTUAEZN L& H

BAUATEFNEFESMAREXH , ARVTERFXMF LEFRE, TRAERTNSRE , &
FHBRRAZRGER P 2B HA—NHEER , UEBNERRDEZHS

BXRZTXEFERBNHIIFR , S Amazon Connect ZHEEM 4%,

NMRETERARERE DM , WEEEFEOES PR REASFHFRE,

FERABREMHMRMARER ? EEAPISEMNAXERGERZmAM
B : StartAttachmentUploadCompleteAttachmentUpload, HGetAttachment.

EFREENEENARER? EEMH
APIs : StartAttachedFileUpload, CompleteAttachedFileUpload,
FGetAttachedFileBatchGetAttachedFileMetadata, FlDeleteAttachedFileo

E15 BRAKH

1. 3TFF Amazon Connect #2#|& , Wit A https://console.aws.amazon.com/connect/o

2. ERHPTEL , EEXFBE. KH5EERENXZHEH , ©ERELR Amazon Connect §
URL, FTEERT Amazon Connect E#\BXR P ORBITIH , HH |, KFBBZEAEE —NHE,

Amazon Connect Instances

Amazon Connect virtual contact center instances

o

Q
Instance alias Access URL [ v Channels Create date W Status v
mytest67 | s https://mytest67.my.connect.aws Inbound, outbound telephony 1/12/2022 ©) Active

3. HEBEFMNEMNMAT  AREE  EREANGHRE  RABEERT,
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https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_CompleteAttachmentUpload.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_StartAttachmentUpload.html
https://docs.aws.amazon.com/connect-participant/latest/APIReference/API_GetAttachment.html
https://docs.aws.amazon.com/connect/latest/APIReference/API_StartAttachedFileUpload.html
https://docs.aws.amazon.com/connect/latest/APIReference/API_CompleteAttachedFileUpload.html
https://docs.aws.amazon.com/connect/latest/APIReference/API_BatchGetAttachedFileMetadata.html
https://docs.aws.amazon.com/connect/latest/APIReference/API_GetAttachedFile.html
https://docs.aws.amazon.com/connect/latest/APIReference/API_DeleteAttachedFile.html
https://console.aws.amazon.com/connect/

Amazon Connect EERER
FEREFHEED , XUTFTHE,
Attachments

Enable Attachments sharing

Attachments

© Create a new 53 bucket (recommended) Select an existing S3 bucket

Name

Path prefix
Attachments
Encryption

Enable encryption
Encryption options for Attachments

Cancel

4. WU LAEREMHMHH Amazon S3 EHBHMNE, BRIANBERT , 2EREIMEH Amazon
Connect 7Fi&# , HERAFHMABIZR,

(® Note
B8 , Amazon Connect A5 E AN KRB IEM S3 FHEM.

Mt-ZheERIA T WA Amazon S3 & : EFUEMNRLNE,

BRKFUHE S 215


https://docs.aws.amazon.com/AmazonS3/latest/userguide/object-lock.html

Amazon Connect EERER

s FENEATUSKIERN —%49 . Amazon Connect FEHERBIEXHEXRNFEE REHE
HGetAttachedFile=i# 1T F#iGetAttachmentAPls,

- EFEIZREH Amazon Connect RIFEA RN FRBIRZE IR, BAME  ©2ERATREXH
fLER S3 BIR , HEH/GEM I staging.

- BUEAHE RN BEEFRBER N —R. B, ERF2RNF&EE 73X MR RE S
M. BXiiH , H5 R (Amazon S3 A HER) RN S3 FEBEIEEwmFHAM 2,

/A Warning

c NEAXHEFVENEREH, MREFNMOER T EA Amazon S3 FRBEHE
an B, PR 1 e 0 B4 EB 45U BR

« WMRKRBA S3 FREMRAIES , S3 X RFFH K AMIBR.

SR 2 EMHFMEE LB ECORSK

EATEFPNRELENTE XY , BEHENERZTRREE (CORS) BK , AAFPUTHMGETIERE
BT M#H Amazon S3 1Zf&1, XLEEEM Amazon S3 F#E LB ALAHIYE ( BRIMNTFBIUXE
) ER%,

EMH1F#BCORS L#TEE
1. ERHATEHKEH Amazon S3 EHEBHE

a. #T7F Amazon Connect $##&15& , Mtk J9https:/console.aws.amazon.com/connect/,

b. # Amazon Connect #H| A& |, EFERFEFHE , R/5KE Amazon S3 FEBHIE .
$TFF Amazon S3 #Z#|& , Mt R https://console.aws.amazon.com/s3/.

£ Amazon S3 A F |, EFEEHN Amazon S3 IFE .

EFE NR &+, Rien TR B ‘BRARHLE" (CORS) &5

EENHEEEBLERMEELUTHRAN 2 —HCORSKRE, HXxCORSKE R , E5H Amazon
SSHAERAREEANBERAERLEE : A=,

o & w0 DN

o R 1 I AERIBWE AR R , BlInES I MIEEI B FR. BEFI AR B 28 W U B B
GETIESRPUTHIER ( 4120 http://www.example1.com ) o

IEHICORSHR AT RES AT RHBISEML
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https://docs.aws.amazon.com/AmazonS3/latest/user-guide/create-lifecycle.html
https://console.aws.amazon.com/connect/
https://console.aws.amazon.com/s3/
https://docs.aws.amazon.com/AmazonS3/latest/dev/cors.html#example-scenarios-cors

Amazon Connect EERER

[
{

"AllowedMethods": [

"PUT",
"GET"

1,

"AllowedOrigins": [
"http://www.examplel.com",
"http://www.example2.com"
1,

"AllowedHeaders": [
"
]
}
]

« AT 2 FF * BECAFAME AllowedOrigine WHN AW ERPUTHIR B Fi G RKIRNGETE
R, AR LI HENLIRT Ko

SEHICORSHUR AT RES AT RBISEML

"AllowedMethods": [
"PUT",
"GET"
1,
"AllowedOrigins": [
nin
]I
"AllowedHeaders": [

nmin

]

BRKFUHE S 217



Amazon Connect EERER
3L (AL  EERAPIsEUEEEHN B EYIRE Uls

MR BB out-of-the-boxBI KA~ REHAIE TIERX , MATLAFEHA Amazon Connect 25 &K {FAPIs
& Amazon Connect Mi# 812 B S B UIsSXHFAPIsH W RAIMBI K IBHMHXF, BXxFERXHAXHF
K — RS RAPIs , ES L ERE,

IEEEA

RMNENUEAMERE  UBREENEALATREANHREFHENESAMERRZLERE, BXESZE
B 2 £ Amazon Connect Hi& E K413,

M fF R A HEL ?

0 SR A9 PR o FE 5% B e UK R S B T SR B 0, 5 50 P B 5 A S U 5 B K s 2
.

£ Amazon Connect & & Mt 4333

(® Note

AETERAFHE Lambda WFE AR, MRBFEE Lambda , iE5E AWS (Lambda FF
KEARIEE) FH Lambda Al’]

&R LAELE Amazon Connect IR HIR R xS L& BIRPIGIM 4. AT LAGER BRI N A
BEFAERG. fla, EENRSEE ZBREMNtF 2 |, EAINEER4FREEFEERRRGE,

ESAMGERHE , EBTTERNSR

« BlE Lambda ER¥ , ZRHABARAENEERRAENBEER,
o FHEEFSORIMBNER Amazon Connect 3241,

£15 0BATAEAEN Lambda &k

FEAEMETIRRSERE - Lambda BR¥ , AREEZEE. HWEBAKF SHM AWS XiE S5E/
Amazon Connect SEHI4EE .

Xt FiEE Amazon Connect LEMENMH | REHLRIE-—NMEEEXRZMHNEENER,

LT REA#FISONERH A

REMAFEE 218


https://docs.aws.amazon.com/connect/latest/APIReference/working-with-acps-api
https://docs.aws.amazon.com/lambda/latest/dg/getting-started.html

Amazon Connect EERER

{
"Version": "1.0",
"InstanceId": "your instance ID",
"File": {

"FileId": "your file ID",

"FileCreationTime": 1689291663582,

"FileName": "example.txt",

"FileSizeInBytes": 10,

"FileLocation": {

"S3Location": {
"Key": "connect/your-instance/Attachments/chat/2023/07/13/your file

ID_20230713T23:41_UTC.txt",

"Bucket": "connect-example",
"Arn": "arn:aws:s3:::connect-example/connect/your-instance/Attachments/
chat/2023/07/13/your file ID_2023@0713T23:41_UTC.txt"
}
}
}
}
EERN
{
"Status": "APPROVED" | "REJECTED"
}
WHAER R

MR Lambda AASZZIRE , NABXER, MREKE—MRSHE (500 error ) , MBLFiR, 4
EL A BIRE4E IR , Amazon Connect &Z Eix 3 )X , &K 60 ¥, LRt |, MRS N BIEL,

BX Lambda MAERNEZER , HSHE AWS Lambdad RO E R B3 Eid,

ELITH

RELUTER 2 —8 , Amazon Connect £4Ri2H{ 4+ REJECTED , 3 B N E 17U B MR L L EMIBR
S3 YB3 HF

o &H Lambda AR E AVIRZAR REJECTED,
« Amazon Connect o35 4T3k B Lambda 3 #2389 W 52,
« Amazon Connect ;%18 H Lambda B,

REMAFEE 219


https://docs.aws.amazon.com/lambda/latest/dg/invocation-retries.html

Amazon Connect BB RIS

%25 NMEFEEESRAINEEE Amazon Connect SE45

EOZEATHEEER Lambda 25 , BEEN Lambda S MNZEEH Amazon Connect 324, 1T
T BREUA D Lambdas

1. $TF Amazon Connect #F|& , Bk https://console.aws.amazon.com/connect/o

2. ESEHPTELE , EZEXRFIBE. EHREERENEHEZR , ©EERELERM Amazon Connect #
URL, TEE/RT Amazon Connect E#\BXRZRH/OEHITIH , HEd |, EFBBEAERE —NHE,

Amazon Connect Instances

Amazon Connect virtual contact center instances

o

Q
Instance alias ¥ Access URL [ v Channels Create date W Status v
mytest67 | o https://mytest67.my.connect.aws Inbound, outbound telephony 1/12/2022 @ Active

3. ESMERT , RBRBIRERMH®,
4. EBREFETEOKMARS  EREE  REEFERAMGEE  WTEAR.

Scanning

Enable scanning to validate files shared in Amazon Connect. Once enabled, create and select an AWS lambada function to approve or reject attachments based on scanning criteria. By adding Lambda
functions, you are granting Amazon Connect permission to invoke them Create a new Lambda function [

Enable attachments scanning "

‘When enabled all attachments will be scanned prior to being shared.

Lambda Functions

ScannerLambda v

Cancel Save

5. M Lambda BRE T HAEIEBRERINE £ 1 5 : QIE A TAEHEH Lambda BIE /Y Lambda
B8

6. EFERFE. WIE , £/ Amazon Connect 32612 /5 AMHEIAHE,

F B Amazon Connect 32418 A EIE R

ATBAM Amazon Connect S HEBXRICRMEBEEH | HNBKR AR TER 2. BITERA AR
&£ 3% 2 Amazon Kinesis.

BRBERSEE 220


https://console.aws.amazon.com/connect/

Amazon Connect EERER

ERENXBERBIER A

1. $TF Amazon Connect #2#l& , Pt https://console.aws.amazon.com/connect/o

2. TESEHPTEL , EREMRE, EHBEtRENEHEZH , ©ERELEMN Amazon Connect #
URL, TEE/RT Amazon Connect E#\BX R/ OKHITIH , HEdb |, KHBBEAEE —NHE,

Amazon Connect Instances

Amazon Connect virtual contact center instances

K2

Q
Instance alias ¥ Access URL [ v Channels Create date W Status v
mytest67 | #mm= https://mytest67.my.connect.aws Inbound, outbound telephony 1/12/2022 ) Active

3. ESMBERD  ERBERILE,
4. EERBERABERNLE,
5. WFEBRRIEFHR , BRITUTEEZ—

«  %&# Kinesis Firehose FiER— NN BEWE R , SIERLEFHH Kinesis Firehose SAITF
Kinesis Firehose 2 #|& H 812 MR ﬁ%ﬁ%%% . 152812 Amazon Data Firehose
4§$ﬁlﬂbo

o %R Kinesis HEFE—NNBEHR , TiEFELIE Kinesis REAFTF Kinesis &l & H 412
Fio BXEZER , BSHUENEER,

6. NTEEEH , FiEBE—INEMW Kinesis 7t , HIERBIEFH Kinesis FRLLITFF Kinesis #2#1H
HEIER.

7. EERRRE.

X Kinesis B #% £ A R %585 w1028

Amazon Connect XIEFARAEHBIBHETEFIXE E’f’ﬂﬂ’]ﬂﬁ%%ﬁ # HZ K Amazon Kinesis Dat a
Streams # Firehose . BxILINEER S AELAR ST 4R Kinesis Data Streams B9 iR 5588 i 0
¥,

ER AL H T Kinesis Data Streams , BEER FER Amazon Connect L6l A EFIEEZAN
MR, BXRKMSEHMENRNFMEER , FSREAAFPERNKMSEZAMNE, ( Amazon
Connect & HiZEBH R Kinesis BIBHEA, )

BRBREAA R oY


https://console.aws.amazon.com/connect/
https://docs.aws.amazon.com/firehose/latest/dev/basic-create.html
https://docs.aws.amazon.com/firehose/latest/dev/basic-create.html
https://docs.aws.amazon.com/streams/latest/dev/working-with-streams.html
https://docs.aws.amazon.com/kms/latest/developerguide/concepts.html#key-mgmt
https://docs.aws.amazon.com/streams/latest/dev/what-is-sse.html
https://docs.aws.amazon.com/streams/latest/dev/what-is-sse.html
https://docs.aws.amazon.com/streams/latest/dev/permissions-user-key-KMS.html

Amazon Connect BB RIS

4 Amazon Connect Fid ZMA LB Kinesis Data Streams B , E&FEASSHIH RSB A BT
B, tAEEENRTEEANZHERNVKMSEL, ENAGSEANIR , FHITUTSBRKER
ZREANBKMSAA KRS,

® Note
R ERBAE |, EEFEA Amazon Connect BEIEHKMSZKMS4A 2 Bl #1248 R o

S 1 FREVUEH ARN Amazon Connect SEGIR RS AEX A B

B A LAfE Fl Amazon Connect 32 A3 AWS CLISRIREXARN,
£ Amazon Connect 1244 3%5EL ARN

1. 3TFF Amazon Connect #2#|& , Mt Fhttps://console.aws.amazon.com/connect/o

2. EXPIREL , EEXHGEH , WTEFAR.

Amazon Connect Instances

Amazon Connect virtual contact center instances

o

Q
Instance alias « Access URL [ v Channels Create date W Status v
mytest67 | s https://mytest67.my.connect.aws Inbound, outbound telephony 1/12/2022 ©) Active

3. EK/BR WHA ‘DRRE” #HS , FERBRSHEXAE,

BRBERSEE 222


https://docs.aws.amazon.com/kms/latest/developerguide/key-policies.html
https://console.aws.amazon.com/connect/

Amazon Connect EERER

Amazon Connect X Amazon Connect > > Overview

e Account overview
nstances

Third-party applications New

Access information

Overview

v Channel ¢ fecess URL ¢
hannels and communications
nttps:// Y taws [4 L ss [4
Tasks
Telephony /A Warning: Use this login method only for emergencies. Do not use for your day-ta-day operations.
v Applications
Amazon Q

Analytics tools

Distribution settings

Cases

Customer Profiles
Instance ARN Service-linked role

Forecasting, capacity planning,
FAWSICONNECt:US-West-2: instance/ AWSServiceRoleForAmazonConnect, ©

and scheduling New
Voice ID Directory

Approved arigins

Data storage

Data streaming
b Tags

Fl
lows Tags are key-value pairs that you can add to AWS resources to help identify, organize and search for resources.

Documentation [4

4. EEREHEMTAEEHARNTEMERARFARN, (REEERCERTCLIR 2 BEEBREFH,

{8 AWS CLIZREX ARN
1. BITUTHS

aws connect describe-instance --instance-id your_instance_id

2. {RTECLI% H A H ServiceRole B,

HR]2: REPKRFH

WE—PREEF |, ] Amazon Connect RE#EZEACE RNBIEZHNWNE. ARNATRBETRT
KEERBI,

"Sid": "Allow use of the key for Amazon Connect streaming",
"Effect": "Allow",
"Principal": {

"AWS": "the ARN of the Amazon Connect service-linked role"
},
"Action": "kms:GenerateDataKey",
"Resource": "*"

FERENEERNS (FHIUKMSBHAETERSEF S, =) FUEARME AWS B4AKEEH AWS
CDK, AWS CLI

BRABERS &R 223



Amazon Connect EERER

Z 2% 3% Amazon Connect EIE M4

ERRESRE , 2B Amazon Connect B R Z£ EE XK A P B4 & A8 Amazon
Connect SEAIURLE % :

%3 Amazon Connect B 5 M4 https://instance name.my.connect.aws/o

WHZETHRELSRINZ M,

B  WREXEZSER , BRI LIEHAWSIK F&EUEM Amazon Connect 12&1 &85 %, 0, AT
BRT , BUEEEES XA AHITER

« =127 Amazon Connect EE R %3 , H B&% B HM Amazon Connect EE G A LEBZF,
« BEAERMMBRT Amazon Connect Admin £t & 30,

BFRU#ITERER

1. BREFLE AWS KFAEILE , HEBEMENNE,

2. 37 Amazon Connect 2 #1& , Mt J9https://console.aws.amazon.com/connect/,
3. MRRJRTEZFR , BR ALK AWS K EIE,

4. MIEHIBIE 5 A EFESKBIR B ¥R

Amazon Connect Instances

Amazon Connect virtual contact center instances

K2

Q
Instance alias ¥ Access URL [ v Channels Create date V¥ Status v
mytest67 | #lm= https://mytest67.my.connect.aws Inbound, outbound telephony 1/12/2022 ®) Active

5. ESMERT , mEHIL.
6. EFRFRUHITEIRFE,

REFKRREMATKIL , RAERM AWS ZHEERRESFHEREN,

Z 2% 5 Amazon Connect B M4 224


https://console.aws.amazon.com/connect/

Amazon Connect EERER

4

/A Important

NTEEERER , RINENBUEBKRLEREHXRPURLE R, RBEETEERASKH
URLE , F NERAAX P RENEFHRITERBR.

EFHENES , FRIFEIMNIAEE  RAEEREAFEZLEREX (FH ) NER.

f BR S8 HY Amazon Connect =45

MRIETBEE Amazon Connect =4I , M TFEMBR, SRS XEMTEH :

- THRINEESHIBRBEER
« HEPRITERBNBESEN , 2R3 -FEE , SHAXTRE—NMEEFEANBEIESE,

/A Important

BT EMRE EMBREY Amazon Connect 341 , B E TR EHIRE, TR, BRMRE.

i BRSE 1

AR AE MR AWS R 2Bk Amazon Connect, IR EMAERTFEFEHIAM |, FSHEEHE
EMIAMEKREEE Amazon Connect & ¥ M ¥4 17 8] fX PR P & B IR o

1.
2.
3.

$TFF Amazon Connect 2 #1& , M4k J9https://console.aws.amazon.com/connect/o
prik= AR [ OB s 2

EEMBR, MRLOKABIIMERZRE , MHALREMREFINRR, FERREN AWS EERF
REE,

i BRS= 451 225


https://console.aws.amazon.com/connect/

Amazon Connect EERER

Amazon Connect X Amazon Connect Instances

Amazon Connect virtual contact center instanjés

Documentation [3 Instances C Delete Add an instance
Q
\ Instance alias v Channels Create date w Status
(o] Inbound, cutbound telephony 6/16/2022 @ Active
Inbound, sutbound telephony 1/12/2022 @ Active
Inbound, cutbound telephony 10/4/2021 @ Active

4. HIURRE , FRAXGIBR , REEEWER.

® Tip
EIMNEUEKRES Amazon Connect SEAI#E<H CloudWatch HE4A , IRFBFEXERZE
e, NEEMBR, BXEZER , BFSHELAMBR CloudWatch Logs HEH AWS SDKo

BiRHE  “FEXEMXE., Amazon Connect 1£ [Region] A d A, ”

MRS B|EEIREE |, MRRETE AWS Management Console FiEZRH X 2E 612 Amazon
Connect EHI#9 X1 , Amazon Connect £ iZ X 1R 0 H,

Y4 X 35 i BR 42 89 Amazon Connect S24

1. ESMER | ITHXE®RESS, EFEEIE Amazon Connect SEHIHY X5,

Al BR S 451 226


https://docs.aws.amazon.com/AmazonCloudWatch/latest/logs/example_cloudwatch-logs_DeleteLogGroup_section.html

Amazon Connect BB RIS

&I & @

US East (N. Virginia)

US West (N. California) us-west-1

US West (Oregon) us-west-2

Africa (Cape Town) af-south-1

Asia Pacific (Hong Kong) ap-east-1

Asia Pacific (Jakarta) ap-southeast-3

2. ESMHED , MIREFIFRTDIEE Amazon Connect UITFHF Amazon Connect #24l& . tIREEE
BENZES , BHRENTFOXEHETER , BERRIEHEH,

3. IEFRZSRAIAY BRI,

4. EEBIER. MRLEXBEEIMERZEE , WHARIEREREMNNR, FERREN AWS EERTF
REE,

5. HWIRTE , BRAXGIRI , REEFEMWER,

¥ri2 Amazon Connect 2451

Instance Tagging & EEH B B THREH 15 B2 HI5K4F5 12 Amazon Connect 3£ 3 ¥ 2 7E il (Y &= X

( ) TBAC, 7 T #HBEIEEE Amazon Connect 35l , A LALIFRZEM R 1362 B B 2 B T #dE,
MEREZH — AWS Ik HHE 24 Amazon Connect 324l , NS HIR M TR THEESH RS ER
WS, , BBACEARS I URSEBEEFibE L E TSN GRS (TBAC) RS HFH A FiX Lk
Bl , N EEEMEZF,

AWSHRZ REL AWS RENERIE, SliIHB-EXAR , AJRBERAIE. MIEEINESRE
NAERBHTOE, XELREBIRINETEENRR. Amazon Connect , RIFEEEM AWS 24l & [
BEEZBIRNFRE | Al AR A R RIFINPRZAPIS,

FRig R4 227



Amazon Connect BB RIS

B2 etFRi2 Amazon Connect SE451

1. $TF Amazon Connect #F|& , Bk https://console.aws.amazon.com/connect/o

2. ERFERI—KAE

Amazon Connect » Instances

Amazon Connect virtual contact center instances

Instances Add an instance

Q. Find resources ]

Instance alias v ‘ Access URL [4 v | Channels ‘ Create date V¥ ‘ Status v
O https:// .my.connect.aws Inbound, outbound telephony 10/30/2023 ® Active
O https:// .my.connect.aws Inbound, outbound telephony 4/26/2023 @ Active

3. ERESH T, ERECANSHNEERE WATFHRMNR URL , RAEEET—F,

Amazon Connect » Create Amazon Connect instance

Step 1

Set Identity Set identity

Siep Identity management
Add administrator

Step 3 © Store users in Amazon Connect
Set telephony Create and manage users in Amazon Connect. You cannot share users with other applications.
Step 4

(O Link to an existing directory

Amazon Connect uses an existing directory. You create users in the directory, and then add and configure them in Amazon
Connect. You can only associate a directory with only one Amazon Connect instance. Learn more A

Data storage

Step 5

Review and create (O SAML 2.0-based authentication

AWS supports identity federation with Security Assertion Markup Language (SAML 2.0). This feature enables single sign-on
(550) so users can log into the AWS Management Console or call the AWS APIs without you having to create an IAM user for
everyone in your organization. Learn more A

Access URL

Create a custom URL. Use this URL to log into this instance of Amazon Connect.

https:f4 instance-alias .my.connect.aws

Cancel Next

4. ERMEERBL T , MREBESEHIRIFFE | ATBUEERRIMFHIREIED

FRig R4 228


https://console.aws.amazon.com/connect/

Amazon Connect BB RIS

Amazon Connect » Create Amazon Connect instance

Step 1 . .
et identity Add administrator
Stepie Add administrator

Add administrator

Administrator - optional

Step 3

Set telephony (O Specify an administrator
Specify an administrator for this instance of Amazon Connect. The administrator will have full permissions to access all of
Amazon Connect.

Step 4

Data storage
© No administrator

Step 5

Review and create

¥ Tags - optional

Tags are key-value pairs that you can add to AWS resources to help identify, organize and search for resources.

Key Value

IEnv Prod l [ Remove

You can add up to 49 more tags.

Cancel Previous Next

5. %A Key M Value 3t , RAF%EET—F,
6. EREBENVEEHLSRTIETHAAMENERERS , FEFENWEREH LR CIELA,

¥ Tags

Key Value

Env Prod

You can add up to 49 more tags.

Cancel Previous Create instance

7. QIEXBE , SMEZRGINKSEBRTE , ERNHNREFERERSEE D,

FRig R4 229



Amazon Connect BB RIS

Lo

1.
2.

Account overview

Access information

Access URL Emergency access
https:// .my.connect.aws [4 Log in for emergency access [4

/\ Warning: Use this login method only for emergencies. Do not use for your
day-to-day operations.

Distribution settings

Instance ARN Service-linked role
arn:aws:connect:us-west-2; sinstance/ AWSServiceRoleForAmazonConnect_ [

Learn more E

Directory

¥ Tags

Tags are key-value pairs that you can add to AWS resources to help identify, organize and search for resources.

Key Value

E | [ e

You can add up to 49 more tags.

1BH B L4 Amazon Connect

$TFF Amazon Connect # %% , Mk https://console.aws.amazon.com/connect/o

ERERERMIRER AR,

Amazon Connect » Instances

Amazon Connect virtual contact center instances

Q, Find resources ‘

Instance alias v ‘ Access URL [F v ‘ Channels ‘ Create date V¥ | Status v
O https:// .my.connect.aws Inbound, outbound telephony 10/30/2023 @ Active
(@) https:// .my.connect.aws Inbound, outbound telephony 4/26/2023 @ Active

FRIZSEHI 230


https://console.aws.amazon.com/connect/

Amazon Connect EERIE™

3. EKFBMF , EERIMHFIRE,

Account overview

Access information

Access URL Emergency access
https:// .my.connect.aws [4 Log in for emergency access [4

/A Warning: Use this login method only for emergencies. Do not use for your
day-to-day operations.

Distribution settings

Instance ARN Service-linked role
arn:aws:connectius-west-2: sinstance/ AWSServiceRoleForAmazonConnect_ A

Learn more E

Directory

¥ Tags

Tags are key-value pairs that you can add to AWS resources to help identify, organize and search for resources.

No tags associated with the instance

Add new tag

You can add up to 50 more tags.

Save
3 = — A
4. %A Key M Value X , REEET -, BHSATUNENIHZRM 50 MR,
v Tags
Tags are key-value pairs that you can add to AWS resources to help identify, organize and search for resources.
Key Value
’ Env ‘ Prod ] ’ Remove
You can add up to 49 more tags
Save

5. ERERTF , MEMRZFINEIEE,

FRig R4 231



Amazon Connect

EERES

v Tags

Tags are key-value pairs that you can add to AWS resources to help identify, organize and search for resources.

® Successfully edited tags.

Key Value

Prod

Env ]

Add new tag

You can add up to 49 more tags.

£ FA#R125E Amazon Connect 5| API

Remove

Save

EF AN HFRIE Amazon Connect SEHIAPIs |, 2 @ TagResourcefMUntagResource,

A MR KGR ERYIZ RAVIAMKRE 7R B

X FTBACSKA| , S& 7] BARHESEHIARE TE SUAMER B 15 H 20 BL 48 |AM £ € BLI28 551 3 43 12 3K 451 9 173 (R X
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key : Environment # value : Dev #93E6l,

"Version":"2012-10-17",
"Statement": [

{
"Effect":"Allow",
"Action":"*",
"Resource":"*"

}I

{

"Effect":"Deny",
"Action":"connect:DescribeInstance",
"Resource":"*",
"Condition":{
"StringNotEquals":{
"aws:ResourceTag/Environment": [
"Dev"

]
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https://docs.aws.amazon.com/connect/latest/APIReference/API_TagResource.html
https://docs.aws.amazon.com/connect/latest/APIReference/API_UntagResource.html
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"Version": "2012-10-17",
"Statement": [
{
"Sid": "VisualEditor@",
"Effect": "Allow",
"Action": "connect:*",
"Resource": "*",
"Condition": {
"ForAnyValue:StringEquals": {
"connect:InstanceId": [
"868722ed-3b3b-42b0-a639-b11052ab2851", //Allowing all connect
actions on these instances
"f28afebb-613a-4f88-bc0@9-00becc6el71f"

"Sid": "VisualEditorl",

"Effect": "Deny",

"Action": "connect:*",

"Resource": "*",

"Condition": {

"ForAnyValue:StringEquals": {
"connect:Instancel