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Agenda

Introducing 
Air Canada
Business overview, 
customer experience 
modernization, 
and outcomes

Industry trends

What emerging trends 
are impacting how 
organizations serve 
customers?

Fireside chat

Q&A on what’s new and 
what’s next for Air 
Canada across their 
businesses
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Common 
challenges 
we hear 

ADMINISTRATORS
Slow innovation with high cost and long 
implementation times

SUPERVISORS
Siloed, limited, and incomplete data

AGENTS
Many disjointed applications requiring weeks of training

CUSTOMERS
Inconsistent and disconnected customer journey 
experience across channels
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Why begin a 
customer journey 
with self-service?

of customers would rather go to the 

dentist than call customer support

46%
https://hyken.com/wp-content/uploads/2022-ACA-Study.pdf 

https://hyken.com/wp-content/uploads/2022-ACA-Study.pdf
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Inefficient and ineffective self-service experiences drive customers 

down a frustrating path: waiting for agents, restarting interactions, 

or abandoning their journey entirely

Self-service trends and challenges

of the cost of a contact 
center is agent staffing, 
driving businesses to 
deflect contacts to 
lower-cost channels 
(e.g., self-service) 
whenever possible

75%
of customers prefer 
automation and/or 
self-service over 
contacting a live agent

70%
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Customer preferences are . . . surprising
P H O N E  I S  S T I L L  T H E  N U M B E R  O N E  W A Y  A  C U S T O M E R  P R E F E R S  T O  R E A C H  O U T  T O  A  C O M P A N Y  O R  B R A N D

PREFERRED  METHOD S OF  COMMUNICATION

34%

50%

68%

67%

39%

54%

58%

71%

1

2

3

4

“Surprisingly, more customers prefer 
the phone in 2022 versus 2021.” 
Shep Hyken, Customer Service and CX Expert1

2022

2021

75%

61%

2021
75% of all inbound 

interactions 

(US) were voice2

2022
61% of CX leaders 

reported an increase 

in total calls3

https://hyken.com/wp-content/uploads/2022-ACA-Study.pdf
https://www.mckinsey.com/capabilities/operations/our-insights/the-state-of-customer-care-in-2022
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Interactive voice response (IVR) trends

87%

Projected growth in IVR 
from $4.9B in 2022 to 

$9.2B in 2030

500%

Increase in customer 
satisfaction for 

companies that use 
next-gen IVR solutions

30%

Or less in IVR 
containment rate 

across industries for 
7 out of 10 companies



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

Getting it right is all about customer effort

REASONS CUSTOMERS ABANDON 
(ZERO OUT OF)  SELF -SERVICE

36%

67%

will abandon when 

frustrated by too many 

options or long menus 

of customers abandon 

the IVR when they think 

it can’t resolve the issue 

BENEFITS OF NLU AND 
PERSONALIZATION

Personalization can 

improve CSAT for IVR 

interactions by 10–25% 

Personalization can increase 

containment by 2–5%, 

delivering $6–15M in savings 

10–
25%

$6–
15M
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Amazon Connect

One application. One seamless experience.
U S E D  B Y  + 1 0 0 , 0 0 0  A M A Z O N  

C U S T O M E R  S E R V I C E  A S S O C I A T E S

T E N S  O F  T H O U S A N D S  

O F  C U S T O M E R S

M O R E  T H A N  1 0  M I L L I O N  C O N T A C T  

C E N T E R I N T E R A C T I O N S  A  D A Y

© 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Built-in AI to improve & accelerate CX outcomes
G R E A T E R  E F F I C I E N C I E S  A N D  I N S I G H T S ,  P O W E R E D  B Y  G E N E R A T I V E  A I

Amazon Connect

Conversational analytics, contact 

summarization, and quality management 

Real-time agent assist 

Conversational voice and chatbots

Real-time caller authentication 

Automated identity resolution 
Forecasting, capacity planning,

 and scheduling

Proactive outbound engagement
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Amazon Q in Connect is your generative AI 
assistant for customer service
H E L P  A G E N T S  A N D  E N D - C U S T O M E R S  R E S O L V E  I S S U E S  Q U I C K L Y

• Deliver real-time personalized responses and 
recommended actions to agents

• NEW! Empower end-customers to self-serve via voice, 
chat, and SMS with personalized guidance and actions

• NEW! Customize LLM prompts and configure 
guardrails to modify Q in Connect’s behavior, tone, 
and content access for secure, responsible 
deployment
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Backstory and customer persona

CUSTOMER

NIKKI
(SHE/HER)

AnyInsurance Company customer 
for home insurance since 2015

Nikki’s house has flood damage 
from a catastrophic event

She needs to file an insurance claim

Nikki’s preference is to self-serve
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Customer experience
A M A Z O N  C O N N E C T  C H A T B O T S ,  P E R S O N A L I Z A T I O N ,  A U T O M A T I O N ,  A N D  S M S

Yes. I need this repaired 
as soon as possible.

Yes, thank 
you!

We’ll need to coordinate having 
one of our residential property 
inspectors come out to thoroughly 
assess the damage to your home.

Before I schedule that inspection, 
can you provide me some more 
details on the incident?

Hi Nikki, I'm sorry to hear about 
your property damage. I hope 
you’re doing okay. Let’s start by 
filing a claim for the incident. 
Can you provide me with the 
details of the incident, including 
the date, time, location, and any 
other relevant information?

NATURAL
Amazon Connect chatbots use the 

same technology that powers Alexa

DYNAMIC
Answer customer questions 

before they are even asked

PERSONAL
Amazon Connect flows adapt 

on a per customer basis

Incoming

customer call

CRM 

content

Claims 

management 

System

You’re welcome!
I have booked you 
for that appointment.
I have also sent you 
a text message with 
the details.

OMNICHANNEL
Amazon Connect meets customers 

on the channel of their choice
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Effortless escalation to an agent

Native agent assist

capabilities empowering 

agents to extend a 

differentiated level of 

customer service and 

achieve real-world results
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Amazon Connect has tens of thousands of 
customers supporting more than 10 million

contact center interactions a day
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Introducing: Air Canada

Sebastian Cosgrove

Director, Global Customer Service
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Air Canada and Air Canada Cargo

Flexibility to accommodate unique business 

requirements across contact center lines of business

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

Increasing call volumes, manual queue processing

and siloed legacy systems resulting in high wait times, 

customer frustration, and high-cost interactions
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Prior to our
modernization

Long wait times

Color-coded system for 
irregular operations 
and wait times

Manual processes and
limited self-service

Image: Need to Call an Airline? Your Hold Time Will Be Approximately One Zillion Hours - WSJ

https://www.wsj.com/articles/delta-jetblue-lufthansa-travel-delay-wait-airline-customer-service-calls-11629927162
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Thanks for calling 

Traveler Agent
Customer

validation

Issue

review

Transfer or 

escalation

Hold

Welcome to Air 

Canada. How can 

I assist you?

Resolution or 

call transferred
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Innovate and evolveAll agents unified on single platform

Unified approach using self-service

2022 2023 2024

OngoingModernization program

❑ Unified IVR experience with 

self-serve capabilities

❑ Agent dashboard integrated 

with Aeroplan and caller intent

❑ Call recording, transcription, 

and sentiment analysis

❑ Callback capabilities unlocked 

(customer and agent first)

❑ Technical foundation 

improvements/optimizations

❑ PCI compliance with

SecureIVR for payments

❑ Real-time and historical 

reporting capabilities 

❑ PNR retrieval in IVR with

more self-service capabilities

❑ Consolidated workforce 

management platform

❑ One-time passcode for 

improved authentication

✓ Enhanced customer experience

✓ Improved agent productivity

✓ Reduced costs/FTE savings

✓ Enhanced security and

fraud reduction

✓ Regulatory compliance

✓ Reduced average handle time

✓ Platform scalability and harmony 

product roadmap

Solutions and features delivered Realized benefits

➢Conversational insights (AI/ML) 

➢Further FTE saving improvements

➢Agents cross-training

➢Omnichannel and right-channeling

➢Data/insights-driven product evolution
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Improved experience with self-service

Traveler Agent

Third-party

booking

Self-serve

Caller ID 

via AE# & 

phone#

Authentication 

via one-time 

password

Proactive intent 

anticipation 

based on PNR, 

flight status, AE 

tier benefits

Intent 

captured 

More extensive 

info for agent 

gathered

Dashboard more 

complete at start

I found a reservation 

matching that 

Aeroplan 

number. Are you 

calling about that 

booking?

Welcome to Air Canada. 

I’ve matched the 

number you’re calling 

from with an Aeroplan 

account . . .

Jane Passenger

AE 555 555 555

Authenticated

Seeks aisle seat

To confirm your 

identity, I am 

sending a 4-digit 

validation code . . .

Currently you 

have at least one 

seat unselected. 

Would you 

prefer . . .

I am sending you 

a link to that 

information

I can see that this booking

was made through a travel 

agency, travel website, or other 

third party . . .
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Self-service calls handled
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IVR self-serve benefits

2

5

* IVR self-serve data is provided weekly by the Rozie AI team

** Based on informational calls June 1 to Sept. 16, 2023, AHT

$Ms
in FTE savings 

realized

thanks to IVR

self-serve 

functionality

20s
reduction

in AHT

+100
in FTE savings 

based on an 

8m45s AHT 

average

78%
of informational 

calls are handled

within IVR

15%
reduction 

in call 

volumes

8%
reduction in 

abandoned 

rates
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Cargo

© 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Prior to our modernization

Inability

to scale

Manual calculations 

for interaction 

volumes and agent 

workload

Lack of reporting to 

manage customer 

service levels and 

agent productivity



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

Service Cloud Voice (SCV) 

launched April 2023

Service Cloud development 

(Dec. 2020–March 2021)

Email-to-case launched 

April 2021

AI, self-service, digital 

transformation 

Evolution into a digital organization
F R O M  M A N U A L  P R O C E S S E S  T O  A  C O M P L E T E  C L O U D - B A S E D  S Y S T E M  P O W E R E D  B Y

S A L E S F O R C E  A N D  A W S ,  O U R  C U S T O M E R  S E R V I C E  H A S  T A K E N  F L I G H T
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Single pane of glass view
O U R  V I S I O N  W A S  T O  C R E A T E  A  O N E - S T O P  S H O P  F O R  A G E N T S .  A N D  W E  D I D  I T .  

• A 360-degree view of
each customer

• Integrated phone/email channels  

• Automate routine tasks, 
prepopulate fields, and
AI recommendations 

• Case management 

• Metrics and tracking 

• Unique platform between 
customer service and sales 

All using our existing
Salesforce Environment and
powered by Amazon Connect 
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Single console a n d 360° view of the customer

CRM-integrated voice, chat, and messaging

Conversations in CRM data model

Built-in automation and AI

Modern, agile IVR

Call center insights and analytics

Real-time agent guidance

Consolidated supervisor view

Real-time call transcriptions

Out-of-the-box telephony integration

= Value driven by pre-integrated Amazon Connect

Customer retention

First contact resolution

CSAT/ NPS

Cross-sell/upsell

Call deflection

Agent performance

Supervisor admin time

Average handle time

Call wrap-up time

Seamless integrations

Value driversUse case Success metrics

Run your contact 
center from 
anywhere

Boost agent 
productivity on 
the phone call

Supervise and
coach agents from 

anywhere
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And the results are in

0.5% reduction in abandoned rates

20% decrease in non-work

for adherence tracking

120 second reduction in AHT

QA automated quality assurance



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

With more to come

© 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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What’s next?

Self-service evolution

Virtual assistants 

Agent guidance 

Live chat 
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Thank you

Merci
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Fireside chat

Sebastian Cosgrove

Director, Global 
Customer Service

Air Canada Cargo

Sheila Smith

Principal Enterprise 
Specialist, 

Amazon Connect

Amazon Web Services
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Fireside chat
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Thank you!

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

Please complete the session 
survey in the mobile app
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