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| Agenda

0 Customer 360
¢ Use cases and benefits of AWS
0 Customer story: United Airlines

) Wrap up



Unified customer profiles
provide a foundation to
understanding customers
and personalizing
experiences
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ID: CRM123

- jane.doe@example.com

jane.doe.2@example.com )

212-555-5555
123 Any Street, Any Town, US
Mobile ID: M1234




Demographic data

Geolocation Loyalty

Companies want to i i

build on unified

profiles to develop a

360 deg ree view Wzt 122A£§£{%§3}E§:‘v:% Offline
erce i

data

Online
behavioral data

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
S



Demographic data

Geolocation Loyalty

Companies want to i i

build on unified

profiles to develop a

360 deg ree view Wzt 122A£§£{%§3}E§:‘v:% Offline
erce i

data

Online
behavioral data

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
S



Understandlng our hotel guests and their preferences
is incredibly important to delivering exceptional £
traveler experiences. To enable this, we must /£
consolidate our data into a unified view of eachf
guest, such that we can more effectively communi
personalize, and provide support around the gue
journey. However, consolidating disparate sets/0
is challenging, as customer information is fragmm
and lives across multiple repositories. 7

A

Joseph W. Landucci

Director of Technology Management
BWH Hotels
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Data is siloed across applications,
channels, and data stores

But they are faced with
inaccurate and
fragmented data

Data is often incomplete or contains
conflicting information

2 @

= Moving and copying data poses
6 security threats
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But often, first-party
data alone is not
sufficient to assemble

complete views > e '

212-555-5555 ﬁ
123 Any Street, Any Town, USA * *
Mobile ID: M1234 l |
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AWS Entity Amazon Connect AWS Clean

@ [ )
Resolution Customer Profiles Rooms
Easy-to-configure, ML-powered Personalize customer Collaborate with your partners
entity resolution service experiences with a real-time without sharing raw data

view of your customers
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Transformative Gen Al and Applications are built on a Unified
Customer Data foundation

CUSTOMER ENGAGEMENT APPLICATIONS

Customer service ‘ G Web/mobile ] Advertising ]
engagement
GENERATIVE AI & INSIGHTS
Personalization Segmentation Measurement ] ‘ Analytics

UNIFIED CUSTOMER DATA

.

Identity resolution Data enrichment Data collaboration

‘ Data sync ]
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I Customer trends and examples

@® @O Deliver relevant and timely customer experiences

An insurance company wants to greet every customer that calls them by first name when they use
automated systems or are assisted by an agent to make a payment.

=2 Anticipate customer needs and improve satisfaction

™
1110 |

A healthcare facility wants their patients to self-serve and schedule an appointment for a specialist, and
in the same interaction, proactively offer to schedule a visit with another previously prescribed specialist.

G [mE) Integrated solution for outbound communication
DD% -
— channels and inbound contacts

A bank wants their non-technical business users to create and manage campaigns to send SMS for payment
reminders, offer self-serve options to make payments, and then use predictive dialing for debt recovery.
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Unified
Customer Profiles

Personalize customer experiences
across engagement channels with a
real-time view of your customers
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Customer 360 - Real-time view of your customer

Unify information about
your customers, their
interactions across
channels, and insights, in
real-time to deliver
relevant and timely
experiences

Create calculated
attributes to easily derive
insights and high value
actions from information
in the customer profile
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Generative Al-augmented data mapping for
Amazon Connect Customer Profiles

Review and customize mapping

Accelerate customer data
(% onboarding by
automatically mapping
data from sources such as
Salesforce, ServiceNow,
Zendesk, and homegrown

apps

@ Reduce onboarding time
from weeks to hours with
a gen Al powered, no-code
data mapping solution
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Intelligent
segmentation

New enhancements for
Amazon Connect Customer Profiles
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'
Amazon Connect Customer Profiles segmentation

% Simple, business user Ul to
create segments based on

hundreds of customer
attributes and real-time
events

%%]

Design cross-channel
communications across
inbound and outbound
customer experiences

| B8
o
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Generative Al segmentation

Amazon Connect [B Agent Workspace @ Contact ControlPanel @& ¥ JogEr—

Generative Al
e !

assistant. | can help you create a segment and
udience targeting.

eqments, see Documentation

» Estimated audience i
; mp)
Prompt
Find my premium e d a | booking for 3 or maore

Profile matches ights within the last hour, but did not complete the booking
~99,1K

| generated ment based on your prompt. You can continue to
and edit the

Next steps
B Profile matches

Segment name

Name
Premium c vith ing o thin last hour

% Inspired by customer trends 1nfo Explo

In the past 14 days, customers who opened a support case In the past 30 days, customers who placed more than 2 orders In the past 7 days, customers spending more than $100
increased by 10" increased by 2%. i

Description Creation date ¥

All profiles 11/26/2024
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Use generative Al to enable
business users to define
customer segments in plain
English

Get segment
recommendations based on
real-time trends and insights
from Amazon Connect
Customer Profiles data



Al-based
entity resolution

A preconfigured ML/AI model to find matches
across all your customer data
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92%0+ match rate

Over 8 models with billions parameters combined to deliver industry leading matching accuracy

+.

[ [ [ [ o [ [
Blocking Similarity Ensemble Clustering
model model model model
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Blocking model

Jonathan Davis
jon.davis@outlook.com
202-555-0123

1234 Oak Ridge Ln,
Arlington, VA 22207

1985-09-12

Jon R. Davis
J.davison@hotmail.com
1-415-789-6543

789 Pine Hill Rd,
Atlanta, GA 30318

Jon Davis
jon.d8@protonmail.com

(202) 555-0123

Oak Ridge Ln, Arlington

Jon R. Davis
+1(415) 901-2381

Atlanta, Georgia

3/22/1990

Similarity model

Ensemble model

Clustering model

Jonathan Davis
jon.davis@outlook.com
J.davison@hotmail.com
202-555-0123

1234 Oak Ridge Ln,
Arlington, VA 22207

Jon Davis
jon.d8@protonmail.com

(202) 555-0123

Oak Ridge Ln, Arlington

Jon R. Davis
+1 (415) 901-2381
Atlanta, Georgia

3/22/1990

90% Match Confidence
Name - partial match
Phone - exact match
Address - partial match

Unique Record

Unique Record



Deterministic
matching

Configure matching rules and algorithms to
deterministically match records
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Advanced rule-based matching

Matching Method

John Smith

Rule Examples

EXACT MATCH Exact(ADDRESS1) OR Exact(ADDRESS2)

LEVENSHTEIN Levenshtein(FIRST.NAME, 2)

SOUNDEX

Soundex(LAST.NAME)

COSINE Cosine(EMAIL, 0.8)

© 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.

Source FIRST.NAME  LAST.NAME EMAIL ADDRESS1 ADDRESS2
Shopping John Smith jon.smith@email.com 78950 Oak St. 78950 Oak St., Los
cart Angeles, CA
Direct mail  John Smyth jon.smith@email.com 78950 Oak St. 78950 Oak St., Los
Angeles, CA
Mobile Jonh Smith jon.smith@email.com 78950 Oak St. 78950 Oak St., Los
Angeles, CA
Customer Jon Smith john.smith@email.com 78950 Oak St. 78950 Oak St., Los
Service Angeles, CA




Power customer engagement with real-time data and Al

Billions of data points at scale

Your applications and sources
I Real-time
. events
servicenow
80+ connectors to applications
&
AWS Services
Minimal
data
Amazon S3 Amazon Kinesis IS
AWS Entity Amazon Connect
Resolution
aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Your data, secure in your own AWS account

UNIFIED CUSTOMER DATA

5

Sync customer

data

Real-time
calculated
attributes

(=) Fo

= N
1

Merge data into a Govern
unified customer access

profile

5

Customer insights:

propensity scores,
audiences

Generative Al & ML models

Millisecond access to customer data

Real-time
events

Proactive engagement

S Q[0

Voice Email SMS Social

Minimal
data

Customer service, retail, sales

=%

Connect

movement

Advertising, paid media

amazonads .
N —




Benefits: Deliver exceptional customer experiences

)
. _O_ =
= o |
- _O_ T
G -
Easy setup Minimal data movement Pay-as-you-go pricing
IED CUSTOMER DATA GENERATIVE AI APPLICATIONS



United Airlines: Customer 360 story

(he/him)

Managing Director, Customer
Travel Experience

United Airlines

aws
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United’s digital footprint

% Booking v Travelinfo v MileagePlus Program v Help center >

Book Flight status Check-in My trips

Flight ~ Hotel  Car  Packages  Cruise [

© roundtrip (O One-way  [[) Bookwithmiles (] Flexible Visit New
From* To Zealand’s

New York/Newark... & | chicagoORD coastline and
Dates* Travelers bOtanica|

May 28 - May 31 1 adult gardens.

Find out how >
Class

Economy

Find flights

Bag rules and fi -
Find the United card that's right for you.

Pick up where you left of f

+ Chicago to Los Angeles

$669 Roundtrip* per person
F 22-Sun, Nov 24

ORD to LAX at 7:15 AM|LAX to ORD at 6:00 AM light t

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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English-uss Q M

NOW FLYING TO CHRISTCHURCH

UNITED § -

Confirmation: ABC123
Friday, October 4, 2024
Denver = Chicago —> Munich

Drop your bag at bag drop
| shortcut

UA1249 | | ontime

EST. BOARD TIME TERMINAL 1,
CONCOURSE B
11:04 am
Gate B8
To Gate B8 Change seats

Robert Hyde
Premier Silver
130,191 miles

Top offer e

%2 Boarding pass
20% oFF

L
A

GM daily digital sessions

900/0 travelers use digital
channels on day of travel

#1 downloaded airline app

WORLD

b= FESTIVAL =3

THE

WeBBY
AWARDS

WW



Our customers

108M

United-wide US Adult
traveler profiles

39M

MileagePlus
program members
with rich data

....and growing
by 3-4% per annum

50%

fliers are non-members
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165M

passenger segments annually,
centered around key markets



Managing identities for 108M customers

Unique ID
(Deterministic)

Jane Smith ——— Member & —— - Match ID 1.

Books as

Books as Unique ID

Also, same Non (Deterministic)
Jane Smith —— ———-o MatchID2-------———-___
Member

Does not use
MileagePlus (loyalty) ID

Unique ID
% Also, same Books as (Deterministic)
Jane Smith ——— Non-Member &~ ——- Match ID 3-° ,’ ML-Match ID 1

Uses different /

contact information i Singular Unique ID
/ (Probabilistic)
Unique ID ,’
Also, same Books as (Deterministic) 7
Jane Brown ——— Non-Member & — — — — - Match ID 4/

Name change due to
marriage

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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The importance of singular IDs in airline operations

@R

Personalized and
seamless experience

Regulatory compliance
and data security

aWS’ © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved
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Operational
efficiency

In-flight and
post-flight
engagement

¢

Improved marketing
revenue generation

@

Partnership and
cross-industry
integration



*

*
*

¥

L

e
United
loyalty A:

[
platforms ==
MSK Firehose
¥ A
United PSS
(reservation)
platform
Integrated deterministicand [F—=—
probabilistic IDs for a holistic E
customer view ""
Enhancing insights, segmentation, and  United
analytics capabilities data lake
aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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AWS Entity Resolution
processing engine

v =k
AWS Entity
Resolution

AWS Glue

S3 bucket

United
API layer

«

Aurora DB

Customer
Marketing
Platform

Onboard
products

— Moo
==
oo

Digital
channels

Architecture: Optimizing customer experience with
identity resolution

Personalized marketing with
ML-powered IDs

Merge customer profiles for tailored

communications, sending fewer
messages

Seamless continuity

Empowering customers to resume
content and services anytime

Stitching customer touchpoints

Using deterministic identity to
elevate your next digital experience



AWS Entity Resolution: ID resolution by numbers

35% 15% 30%

Reduction in total number of loyalty members had Cost savings due to
of duplicate customer duplicate profiles that consolidated
records resulted in inconsistent infrastructure
experience and lower NPS
score

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Omnichannel personalized experience

Q Pre-Flight

Researching flights

Digital booking site
500M monthly web page views

’i‘ At the airport

Day of travel

Clubs & lounges
12M United Club visits

Managing booking

Email
T00M monthly emails sent

Digital OOH across assets in
United Clubs, jet bridges, and gate
information displays at airport

6o
Ad Space

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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In the air

During flight
In-Flight

200M passengers with IFE by
2027

Redefining the in-flight, where
every seat becomes addressable

2 )}@5\

‘4",&5\,3 "“»

9 Wherever they go

At arrival

Mobile App
200M monthly app page views

After trip

Offsite CTV
50M+ matched marketable profiles




| Key learnings from using AWS

© y o

Define the Start small. Evangelize
business problem High impact




Davor Golac

(he/him)

General Manager, AWS
Entity Resolution &
Connect Customer Profiles
AWS
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Bringing it all together
Create a unified view of your customers

% K

AWS Entity Amazon Connect AWS Clean

[ [ )
Resolution Customer Profiles Rooms
Easy-to-configure, ML-powered Personalize customer Collaborate with your partners
entity resolution service experiences with a real-time without sharing raw data

view of your customers

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Learn more

Read more about Read about Read more
AWS Entity Amazon Connect about AWS
Resolution Customer Profiles Clean Rooms
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' ey Please complete the session
a n yo u o _Diz@ survey in the mobile app

Mahesh Veda Davor Golac Natasha Templeton
Mahesh.Veda@united.com dgolac@amazon.com nattemp@amazon.com
[ linkedin.com/in/mahesh-veda- [} linkedin.com/in/dgolac [ linkedin.com/in/natashate
8692211 eton
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