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AWS User Groups

We are part of the AWS User Groups Community:

Connect focused and virtual; originally incepted by someone at AWS, | took it over some time ago when they stepped
down.

Without a doubt, in the 9+ years since Amazon Connect was launched, interest and investment has grown significantly, so |
thought it was time to do something with the group.

| don’t want this to be about me — | want this to provide real value to the community (that’s you), and | want the community
to engage — virtual is hard (in-person is hard as well, some overlapping, some different reasons).

Engage means how we stay in touch between sessions, how we produce and share material, and the way that material is
presented.

| have a sibling user group in suburban Atlanta (more AWS general in nature) I'm working to get going, which means that
we can make this user group in person or hybrid from time to time as well (if you have specific region in mind, let’s talk!)
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Side Quest: This platform and Kiro

. AWS Virtual Meetups Events Manage Events phannah Sign Out
« If you are hearing me, and seeing my screen, it was a
success. Otherwise, it's a great Linked In post about scHeouLeD

How we build now.

failing in public. 112026, 40000 oM
Ends: 7/7/2026, 5:30:00 PM

Duration: Th 30m

Ten years ago, Alexa, Polly, and Lex felt like magic. Speech to text. Text to speech. NLU. It was a big

° T he p Iatfo rm Was bu I It Wlth KI ro If you ’Ve not h ea rd Of It deal, and it worked.Then came generative Al, LLMs, foundational models, third-party IVAs — and a
" few years of duct-taping it all together inside Amazen Connect and Lex while hoping for the best. If

that era left you confused, you weren't alone.Now we have Nova Sonic, Bedrock Agents, and native

It,S an IDE Wlth AI aSSISted development bullt In, Wlth a integrations that actually make sense. But here's the thing — the way we build has fundamentally

changed. We're not writing contact flows. We're not defining intents and slots. We're building

p rescri ptive Iean in g towa rdS Sp eC d rive n develop me nt. agents, writing prompts, selecting foundational models, and wiring up MCP servers and vector

databases.That's a lot. And it raises real questions around the three levers that actually matter in a
contact center: cost, sentiment, and containment. The new approach moves all three — but how do
you think about token costs, context windows, and model selection without losing your mind?That's
what this session is about. | won't pretend to have all the answers, but it took me a while to get here
and I'd rather share what I've learned than keep it to myself. We'll cover the shift in thinking, get into
a live demo, and hopefully leave with enough to get our hands dirty.Virtual. One hour. June.Qh, also,

« Even though we are talking Connect (and the related
ecosystem, you might find value in Kiro in your own
work, so give it a try!

Register

Signed in as phannah@thenetwerk.net

Register for this Event

» This platform is available on GitHub as well — fork,
contribute, etc.: https://github.com/ronin48lic/aws-
virtual-meetups
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Me

| really liked phones. Somehow, | lucked myself into a
job that let me get paid to play with them, which is a lot
cheaper than building a phone network on my own.

That was 25 years ago.

Avaya came into the picture; Oracle Oracled; | got
bored and ended up in the cloud.

Arguably the phone network was a form of the cloud,
but with the cloud, the phone network got a lot more
capable.

Now we are seeing that with AI/ML/GenAl/AgentAl.

I’'m currently in Atlanta (suburban), but spent most of m
life in South Florida — | did a lot of work with AWS user
groups and the tech community in general, and I'm . i -
hoping to do the same for this group as well. R S
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The abridged evolution of building

» Ten years ago, Alexa, Polly, and Lex felt like magic:
voice, TTS, and NLU, each nailing one job.

» Connect, as we know, initially launched with Voice, and
Lex support initially launched for Connect Chat. Voice
has nuances (latency, compression, variability, variety,
context, etc.) that Chat doesn't.

« Then generative Al arrived, and for a few years we duct-
taped LLMs onto that Lex/Connect foundation and
hoped nobody asked questions. If that left you
confused, you weren'’t alone.

« Since then, NLU, while specialized, has been replaced
with Agentic (generalized), but Lex remains, at the core,
as the connector. We see similar on the consumer side
with A(lex)a, right?

Platform [ channels () Self-service

Connect voice
2017

Lex (voice)

o]
2017 — native voice IVR

Lex (wiring)
2017 — manual wiring

QnABot
2017 — open-source FAQ

Connect chat
2019

Lex (chat)
2019 — native text bots

O 2021

Bedrock
2023 - added

Generative Al

) Agent assist

) Al-era shift

Contact Lens
2019 - added

Wisdom
2021 — agent assist

2023 — Bedrock reaches Lex, QnABot and Wisdom

Q — Amazon Q in Connect

2023-24 — Wisdom rebrands, then reaches self-service

O 2024

Lex (native)
2024 — built in Connect

Agentic Al

2025-26 — self-service and agent assist go autonomous

NLX
2026 — AWS acquisition
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Multitude of options

Category # Companies % of Total

BPO & Qutsourcing a0 21.8%
Other I Emerging 4T 17.1%
* ContaCt Center Week (Las VegaS) was 2 WeekS agO Al Agents & Conversational Automation 473 15.68%
CCaas & Contact Center Platforms 29 10.5%
. s . Analytics, QA & Conversation Intelligence 16 a.8%
« While it’s clear the on-premises to cloud Contact Center
. . . CRM & Customer Engagement Platforms 15 5.5%
Software (now CCaaS) discussion is over, and the Agant Training, Coaching & Employae
CCaasS ecosystem is tightening up, just like we saw with Exnariance s T
hyperscalers, there is a large set of contenders in Consulting & Professional Services a ki
CCaasS adjacent areas (like Conversational Al), like how SURIE SRR RN B L T i M B L
there was SIP-everything or adjunct-everything in Knowledge Management & Self-Service 6 2.2%
preViOUS generations. Telecom, CPaas & Metwork Infrastructure G 2.2%
Workforce Managemaeant (WFM) 5 1.8%
Translation, Lecalization & Language Al a 1.8%
« Some integrate with Connect, some safely integrate Security, Compliance & Authantication 5 1.8%
with Connect. What was once a safe conversation Government & Economic Development 4 1.5%
(Am.a?zon Conpept dc?es everything) has become ST a 115
additional decisions in the tree.
TOTAL 275
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The full comparison

DTMF IVR Customer v Yes None

Lex V2 NLU Bot Customer GA Vv Yes Lambda - any downstream APls

Legacy Self-Service # Customer Legacy v Yes Bedrock KB - OpenSearch - S3

Agentic Self-Service — Voice % Customer Recommended v Yes Lambda - AgentCore GW - Bedrock KB (if used) - 3P STT/TTS
Agentic Self-Service — Chat % Customer Recommended v Yes Lambda - AgentCore GW - Bedrock KB (if used)
Answer Recommendation Agent GA v Yes Bedrock KB - OpenSearch - S3

Manual Search Agent GA v Yes Bedrock KB - OpenSearch - S3

Agentic Agent Assistance % Agent Recommended v Yes Lambda - AgentCore GW - Bedrock KB (if used)
Auto Note-Taking Agent GA v Yes None beyond channel charges

Case Summarization Agent GA v Yes Connect Cases add-on ($)

Email Thread Overview Agent GA v Yes Email channel charge ($0.080/email)

Email Response Generation Agent GA v Yes Bedrock KB - OpenSearch - S3 - Email ($0.080/email)
Email Generative Answer Agent GA v Yes Bedrock KB - OpenSearch - S3

Post-Contact Summary Agent GA Vv Yes Kinesis Data Streams if exporting ($)

Custom Bedrock Agent (DIY) Custom Custom X No ALL Bedrock costs - Lambda - KB - OpenSearch - FM inference
8



Where to start

Of the 15 approaches on the last slide, these three are the ones marked * Recommended. Build these first.

é N N\
FOR CUSTOMERS ¢ VOICE FOR CUSTOMERS « CHAT FOR AGENTS ¢ LIVE ASSIST
Agentic Self-Service — Agentic Self-Service — Agentic Agent Assistance
Voice Chat Complex multi-system work — cuts
New voice self-service for complex Same job as voice, text-LLM (Nova agent effort on data lookup and live
multi-step work: orders, returns, Pro/Lite). Requires Al Message record updates.
account changes, troubleshooting. Streaming. % Recommended
% Recommended % Recommended Sr:ﬂm??er;nzft + Contact Lens + included in
Nova Sonic + Q in Connect +Lex V2 Q in Connect + Lex V2 ¢ included in Unlimited
included in Unlimited Al Al

N\ L J 0
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NLX > Agentic CX Designer

*  AWS’ solution? Acquire NLX. nly

1) Al Applications “» Flow Management & Integrations Management = Knowledge Management %5 i18n Management
+. Insights 1ls Analytics A Alerts ™ Conversation History /¥ Roles & Permissions
ThIS |S a “lOVlng target bUt 2 WeekS agO AWS Channels + REST SIP MCP OpenAl nlH  Conversation Engine On premise CCaas / Agent

announced the integration into Connect and renaming ¢ e/ etk

WebRTC Protocols

REST WebSocket PSTN SIP  # - Amazon Connect
to Agentic CX Designer. = svs ‘

™ Chat Enterprise systems

iy Social Media Large Language Models and Platforms

. ] . . . ) % Smart Home Amazon Bedrock A\ Anthropic 4. Bring your own LLM

While there’s a closed preview going on right now, I've . -

not seen it (I couldn’t tell you if | did, though). st e =
Z i Google Vertex Al
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So what’'s changed?

MCP - shared rules across the unit or organization

CRM - “the overlay is dead”

Trees versus Graphs — no single set of steps to fulfill

Channels — goes beyond a device to a person

Fulfillment — Al/ML/GenAl/AgentAl

1"
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]

The requirements landscape changed

Voice

Async
(E-Mail,
Tasks)

Channel <

Sync
(Chat, Text)

Video

r
| Pick your ‘
L

Channel

—

Agent
(Human)

Self Service

Event

‘ Choose how
to respond

L

External

Event

Engine

Integrate with
legacy
systems

Agent

(Human)
Event

Manage your ‘
requests

L —

RPA >

Amazon
Workspaces

Analyze the ‘
business

L — J

Lake

Amazon
Connect

Agent
Workspace

CRM

Process your ‘
requests
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L J

-
|

‘ Pick your

CRM
L

Analytics

Agent
{(Human)

[_What issuesj
| will drive ‘

customers to

L

[ Howdorl |

improve my |
customer's
experience |

with my botiJ

[_Where canlj

help my team ‘
be more
Leffective?
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The skill set changed

We're not writing contact flows. We’re not defining intents and slots.

r

Contact flows

Agents

-

Intents & slots

N a
—

J .
N a
—

J .

Prompts

...and now, also:

e N
Model selection MCP servers Vector databases
Which foundational model, for which How the agent reaches your systems How the agent finds what it needs to
job — Nova Sonic for real-time voice, — runtime discovery instead of a fixed know — the retrieval half of every
Nova Pro/Lite for text, or bring your API contract. Bedrock KB.
own.
- y,

13
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What are the skills required?

Transformation

Control Tower / Landing
Zone

DevOps / SDLC /
Infrastructure as Code

~ 4 4 4
1 2 3 4
Contact Center Ul / UX Al / ML / GenAl / Agentic Al Amazon Connect
\_ . \_
~ 4 4
5 6 7 8

Architecture, Security,
Operations & Finance

14
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How do you build your skills?

1
Skill Builder

Learning Plans

https://skillbuilder.aws/category/domain/contact-
center?pageSize=5&page=1&accessTier=free&c

ategory=learning plan

2
Skill Builder

Micro Credentials

https://skillbuilder.aws/certification/microcredenti

3
Anthropic
Skilljar training

https://anthropic.skilljar.com/

als

15
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Balancing - Transformation

Transformation begins with, and ends with the perception
of value, buy in to the vision and the innovation, past
performance viewed through the lens of consistency, and
the perception of safety/future performance.

16

Value

measurable impact
delivered today

proven value vs predictability

Consistency

reliable, repeatable
outcomes at scale

short-term gain vs long-term bet

optimise orfe,
trade off\another

reliability vs scalable safety

Vision and innovation

bold bets shaping
what comes next

s|ieipienB sA sjaq pjoq

Safety and performance

guardrails that scale
without slowing you down
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Balancing - Build versus Buy

A — Customer journey —— D-Kclif === Parter rescue
Packaged
DIY danger zone Bespoke expertise trap
Prototype land Deep knowledge, one-off delivery.
Customer builds here first. Hard to scale. Hard to repeat.
Ever build your own contact center technology? What confidence s .

about model? Where do we invest time to build and where
do we decide it's better to buy?

2
3
©
S Dunni
unning-Kruger
[ \ A
kel \ cliff |
= \
= Commodity risk °, Defensible partner zone
%]

\
Packaged but undifferentiated. ¥, Vertical solutions + packaged

Next/Al wave replaces this. %\ artifacts = analyst-endorsed hedge.
\

\
AY
Y

A
e Analyst + CSP guidance:
N solutions_+¢ferticalization = defensible

~
~~~~~~

partner steps in
with the solution

Bespoke

Generalist Specialist
Domain depth



Balancing - Costs

Containment

% resolved without
human escalation

You have a budget — your challenge is to allocate that

budget to 3 things: Containment, CSAT/NPS and Token
Consumption.

Cost, sentiment, containment — the three levers, in
practice.

optimise one,

trade off another

CSAT / NPS

customer satisfaction ]
and loyalty score richer responses cost more tokens

Token consumption

LLM cost per
interaction

18
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Balancing - Safety

Much like we saw with Public Cloud, the same safety (or
similar) concerns exist with Al/ML/GenAl/AgentAl — we can
apply a similar model to address a portion of these
concerns, following the public cloud model used previously,
with success.

SHADOW IT

Live data, zero

governance at all

{no box abave fits it)

19

FULL / LIVE DATA

GOVERNANCE & DATA EXPOSURE

MINIMAL / NO DATA

THE ACCESS CONTROL QUADRANT

Mapping Governance Across Built and Platform-Vended Environments

PRODUCTION

Full Gov - Live Data

+ Gated deploys & change control
+ Mandatory compliance review
+ Continuous monitori audit

+ Real customer & bus data

MAINTAIN

MANAGED / VENDED

No Real Data

Minimal Governance -

+ Self-service Catalog product
+ Fewer guardrails by design
* Synthetic data only, by policy

+ Not authorized for live data

SELF-SERVE

MATURITY PATH

MANAGED / VENDED

Full Governance - Live Data

+ Live data on a vended account
+ Data-specific SCPs applied

* Full guardrails from day one

+ Governed from first provision

OPERATE

EXPERIMENTATION

Minimal Governance - No Real Data

+ Self-service sandbox access
+ Rapid prototyping & learning
* Public or synthetic data

+ Low friction, low blast radius

Classify any cloud or Al initiative by where it actually sits — not where it is assumed to sit.
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Balancing - MCP versus API

With Generative and Agentic Al, we now see a
new way to access data — MCP.

MCP
When a model must decide

Runtime discovery
Learns tools live, no docs

Built for reuse
One server, any agent

l

Two-way protocol
Server can ask the model

20

Direct [ bulk API
When nothing's being decided

l

Fixed shape
Caller already knows the call

l

Built for volume
Pagination and streaming, no model

l

No context ceiling
Not limited by token windows
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Moving targets

NLX (Agentic Al Designer) — Closed Preview — guidance will likely change in weeks/months

Generative/Agentic Al — continues to be a moving target (models in particular)

AWS Lifecycle Changes — Bedrock Agents — Bedrock Agent Core, Kendra — Bedrock Knowledge Bases

Amazon Connect — Amazon Connect Customer — renamed April 2026, now one of four: Decisions, Talent, Customer,
Health
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How We Build Now

Demo

= Choose your own adventure!

= Lex
QNABot
Bedrock
Q

Connect
Build Time
Run Time for the (Human) Agent
Run time for the (Not Human) Agent




Conclusion + Homework

5 Minutes to a working Contact Center? Yes, it’s still possible but
it takes a little bit longer to get to world class.

Contact Center + Technology is not static — needs should drive
tech, but sometimes it's the reverse. Either way, close the loop —
look at all that data you have access to now.

Oh yeah, Connect is not just for Contact Centers anymore —
Amazon Connect Customer now sits alongside three siblings:
Decisions, Talent, and Health.

And don’t forget to keep skilling yourself.

23

How do you approach your builds and revisions? Share with us!

Have you worked with something like this before? If not, give it a
try — tells us how you did or, if you get stuck, reach out!

Have you found other ways to accomplish this? Share that with
us too!

Find any interesting use cases? We want to hear about them!

How are you keeping up to date? Let’s collaborate on the next
meetup!

How we build now
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AWS User Groups

Thank you!

7/9/2026
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