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Problem Statement

Customers
L1 Support

• Organizations provide support 
for addressing customer 
enquires

• L1 support provides such basic 
help through various 
mechanisms

• Customer feels the pain of long 
hold times to get to a person

• Good use case for ML driven 
interactive chat bot
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• Support helper bot can integrate 
into collaborating tools or 
customer websites

• Customer can use natural 
language questions to get help 
on their queries

• Support helper can extract 
answers from unstructured data

• Support helper can search other 
knowledge bases for the best 
information source

• Ability to loop in L2 and L3 
appropriately in some scenarios

Solution

Customers

Support bot

Collaboration 
tools

Data Sources
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Architecture – Support helper bot

Amazon 

API Gateway

Amazon KendraUsers AWS LambdaSlack Channel Amazon Simple Storage 

Service  (Amazon S3) 

Connector

Fallback IntentQuestionQuestion QueryQuestion

ResponseAnswerAnswer ResultsAnswer

Data sources FAQs 
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Users aws-username-kenlex-

support-faq

Kendra_DeleteAnd

CreateFAQ

Upload Files

(PDF, Word, Text,

HTML, PowerPoint)

File Upload Invokes 

Lambda function

Lambda Invokes

Datasource Sync

Kendra FAQs 

Support helper bot - auto create / update FAQ

Users

Kendra

Data sources

aws-username-

kenlex-support-docs
Kendra_Refresh_

DataSources

Upload Files

(PDF, Word, Text,

HTML, PowerPoint)

File Upload Invokes 

Lambda function

Lambda Invokes

Datasource Sync

Support helper bot - auto sync data source 
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Demo
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“It’s our job every day to make every important aspect of 
the customer experience a little bit better.”   ˜Jeff Bezos

• Customers deserve better experiences

• Support teams are on the frontline literally

• We need to make it easier for both the customer and the support

• And more importantly, we want the support to be empowered to deal with 
issues that truly matter

Closing thoughts
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Visit the AI & Machine Learning resource hub for 
more resources

Dive deeper into these resources, get inspired and learn how you can use 

AI and machine learning to accelerate your business outcomes.

• The machine learning journey e-book

• 7 leading machine learning use cases e-book

• A strategic playbook for data, analytics, and machine learning e-book 

Accelerate machine learning innovation with the right cloud services & 

infrastructure e-book

• Choosing the right compute infrastructure for machine learning e-book

• Improving service and reducing costs in contact centers e-book

• Why ML is essential in your fight against online fraud e-book

• … and more!

Visit resource hub

https://bit.ly/3mwi59V

https://resources.awscloud.com/ai-and-machine-learning?sc_channel=el&sc_campaign=apac_field_t1_en-aws-innovate-aiml_20220224_7014z000000rmgz&sc_publisher=other&sc_country=mult&sc_geo=apj&sc_category=multi&sc_outcome=field&trkcampaign=innovate-ml&trk=el_spkrqr_innovateaiml_22q1
https://bit.ly/3mwi59V
https://bit.ly/3mwi59V
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AWS is how you build 

machine learning skills

Flexibility to learn 

your way

Validate your 

expertise

Courses built on the 

curriculum leveraged by 

Amazon’s own teams. 

Learn from the experts 

at AWS.

Learn online with on-demand 

digital courses or live with virtual 

instructor-led training, plus 

hands-on labs and opportunities 

for practical application. 

Demonstrate expertise in 

building, training, tuning, 

and deploying machine 

learning models with an 

industry-recognized 

credential.

AWS Machine Learning (ML) Training and Certification

aws.training/machinelearning explore.skillbuilder.aws/learn aws.amazon.com/certification

http://aws.training/machinelearning
https://explore.skillbuilder.aws/learn
https://aws.amazon.com/certification


© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.

Thank you for attending AWS Innovate – AI/ML Edition

We hope you found it interesting! A kind reminder to complete the survey.

Let us know what you thought of today’s event and how we can improve the event 

experience for you in the future.

aws-apj-marketing@amazon.com

twitter.com/AWSCloud

facebook.com/AmazonWebServices

youtube.com/user/AmazonWebServices

slideshare.net/AmazonWebServices

twitch.tv/aws
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Thank you!
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Uma Vedula Gauri BodkheBharath Sridharan


