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What is Amazon Connect?

/A Important

Trying to contact Amazon for support? See Amazon Customer Service (Amazon orders
and deliveries) or AWS Support (Amazon Web Services).

Amazon Connect is an omnichannel cloud contact center. You can set up a contact center in a few

steps, add agents who are located anywhere, and start engaging with your customers.

You can create personalized experiences for your customers using omnichannel communications.
For example, you can dynamically offer chat and voice contact, based on such factors as customer

preference and estimated wait times. Agents, meanwhile, conveniently handle all customers from
just one interface. For example, they can chat with customers, and create or respond to tasks as
they are routed to them.

Amazon Connect is an open platform that you can integrate with other enterprise applications,
such as Salesforce. You can use Amazon Connect with other AWS services to provide innovative
new experiences for your customers.

How to get started

If you are a first-time user of Amazon Connect, we recommend that you do the following:

« Read about the concepts

» Read the architectural guidance

» Set up your contact center

Pricing

With Amazon Connect, you pay only for what you use. For more information, see Amazon Connect
pricing.

How to get started 1
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The power of AWS with Amazon Connect

To help provide a better contact center, you can use Amazon Connect with the following AWS

services.
Development Storage Database
Lambda APl Gateway  Step Functions Glacier Dynamo Redshift
Al Analytics
> R EEE
Ml @I —" /V
. =0y ¥l =Y o =l Y
Polly Transcribe  Comprehend Athena Kinesis Glue Quicksight
Connect
Messaging Security Management
- | —=H C\B E.;b S P
.
Pinpoint Simple Notification ~ Simple Email Identity and Access  Directory Service Cloudwatch  CloudFormation CloudTrail
Service Service Management
Development

You can use AWS Lambda functions to either look up or post data to sources outside of Amazon
Connect. For example, you can look up an inbound caller on Salesforce based on the customer’s
phone number. The function may return such results as the customer name, membership level (for
example, frequent flyer), last order, and order status. Then based on that information, the call can
be routed to an Amazon Lex bot or an agent.

You can also use Lambda with AWS databases like DynamoDB to create dynamic routing abilities.
For example, you can retrieve a prompt in a specific language, based on input from the customer.

API Gateway and Step Functions further enhance the abilities of Lambda.
For more information, see:

e Invoke AWS Lambda functions

Services to use with Amazon Connect 2
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Storage

Amazon Connect uses Amazon Simple Storage Service (Amazon S3) to store recorded
conversations and exported reports. When you set up Amazon Connect, it creates default buckets
for these requirements, or you can point it to existing Amazon S3 infrastructure. For more
information, see Step 4: Data storage in Create an Amazon Connect instance.

VPC endpoints are not supported.

You can also manage the Amazon S3 policies to move data to Amazon S3 Glacier for less expensive
long-term storage. However, it breaks the link in the contact record in Amazon Connect. To fix this,
use a Lambda function to rename the S3 Glacier object to match the data in the contact record.

Database

You can use AWS databases with Amazon Connect for a variety of reasons. For example, with
DynamoDB, you can create quick tables of data.

You can also create tables of dynamic information for call routing. For example, a Lambda function
can write inbound calls to a DynamoDB table, then query the table to see if there are other
matches for the phone number. If so, a decision can be made to send the caller to the same queue
as before, or to flag them as a repeat caller.

For more information, see:

» Blog post: Creating dynamic, personalized experiences in Amazon Connect

Analytics

Amazon Connect tracks all interactions using contact records. Contact records are used for real-
time and historical metrics reports. You can also use Amazon Kinesis to stream them to an AWS

database like Amazon Redshift or Amazon Athena for Bl analysis (Amazon QuickSight, or a
third party such as Tableau). There are AWS CloudFormation templates available to set up this
functionality for Amazon Redshift and Athena.

To perform analysis on your flow logs, you can set up an Amazon Kinesis stream to stream your
flow log data from CloudWatch to a data warehouse service, such as Amazon Redshift. You can
combine the flow log data with other Amazon Connect data in your warehouse, or run queries to
identify trends or common issues with a flow.

Storage 3
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For more information, see:

« How to access Kinesis Video Streams data

» Blog post: Recovering abandoned calls with Amazon Connect

Machine Learning (ML) and Artificial Intelligence (Al)

Amazon Connect uses the following services for ML/AI:

« Amazon Lex—Lets you create a chatbot to use as Interactive Voice Response (IVR). For more
information, see Add an Amazon Lex bot to Amazon Connect.

« Amazon Polly—Provides text-to-speech in all flows. For more information, see Add text-to-
speech to prompts and SSML tags supported by Amazon Connect.

« Amazon Transcribe—Grabs conversation recordings from Amazon S3, and transcribes them to
text so you can review them.

« Amazon Comprehend—Takes the transcription of recordings, and applies speech analytics
machine learning to the call to identify sentiment, keywords, adherence to company policies, and
more.

Messaging

Amazon Connect uses the following services for messaging:

« Amazon Pinpoint—Use as an outbound messaging trigger for events; for example, bulk
messaging (such as outbound marketing campaigns). For more information, see this blog post:
Using Amazon Pinpoint to send text messages in Amazon Connect.

« Amazon Simple Notification Service (Amazon SNS)—Use to send and receive SMS and other
channel notifications. Amazon SNS is particularly useful for sending alerts and validations.

« Amazon Simple Email Service (Amazon SES)—Use to send validation e-mails, such as a password
reset bot sending a confirmation of the transaction.

Security

Amazon Connect uses the following services for added security:

Machine Learning (ML) and Artificial Intelligence (Al) 4
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« AWS ldentity and Access Management (IAM)—Use to manage permissions for users. Amazon

Connect users require permission for services. For more information, see Identity and access

management for Amazon Connect.

« AWS Directory Service—Amazon Connect supports user federation through the internal directory

(created in the Amazon Connect instance), using Active Directory integration (MAD, ADFS) or
SAML 2.0.

For more information, see:

« Plan your identity management in Amazon Connect

» Blog post: Enabling federation with AWS Single Sign-On and Amazon Connect

Management

Amazon Connect uses the following services for monitoring usage:

Amazon CloudWatch—Collects logs, service metrics, performance metrics for Amazon Connect.
For more information, see Monitoring your instance using CloudWatch.

AWS CloudTrail—Provides a record of Amazon Connect API calls.

For more information about Amazon Connect and AWS CloudTrail, see Logging Amazon Connect
API calls with AWS CloudTrail.

AWS CloudFormation—Amazon Connect supports using AWS CloudFormation for
initiating an instance with all the supported channels enabled. For more information, see
AWS::Connect::Instance.

Availability of Amazon Connect services by Region

This topic lists the AWS Regions where Amazon Connect services are available.

Contents

Amazon Connect availability by Region

Applntegrations availability by Region

Amazon Q in Connect

Cases availability by Region

Contact Lens availability by Region

Management 5
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» Customer Profiles availability by Region

« Voice ID availability by Region

« Agent workspace and step-by-step guides

» Agent workspace third-party applications (Preview)

» Chat messaging: SMS subtype

o Communications widget

» Global Resiliency availability by Region

 In-app, web, and video calling capabilities

» Forecasting, capacity planning, and scheduling

 Live media streaming

e Outbound campaigns

¢ Tasks

Amazon Connect availability by Region

Region Region Endpoint

Name

us us-east-1 connect.us-east-1.amazonaws.com
East (N.

Virginia) connect-fips.us-east-1.amazonaws.com
US West us- connect.us-west-2.amazonaws.com

(Oregon)  west-2
connect-fips.us-west-2.amazonaws.com

Africa af-south- connect.af-south-1.amazonaws.com
(Cape 1

Town)

Asia ap- connect.ap-northeast-2.amazonaws.com
Pacific northe

(Seoul) ast-2

Protocol

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

Amazon Connect
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Region
Name

Asia
Pacific
(Singapor
e)

Asia
Pacific
(Sydney)

Asia
Pacific
(Tokyo)

Canada
(Central)

Europe
(Frankfur
t)

Europe
(London)

AWS
GovCloud
(USs-
West)

Region

ap-
southe
ast-1

ap-
southe
ast-2

ap-
northe
ast-1

ca-centra
-1

eu-
central-1

eu-
west-2

us-gov-
west-1

Endpoint

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

connect.us—gov—west—1 .amazonaws.com

Protocol

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

Amazon Connect

Administrator Guide



Amazon Connect

Administrator Guide

Applntegrations availability by Region

Region
Name

us
East (N.
Virginia)

US West
(Oregon)

Africa
(Cape
Town)

Asia
Pacific
(Seoul)

Asia
Pacific
(Singapor
e)

Asia
Pacific
(Sydney)
Asia
Pacific
(Tokyo)

Canada
(Central)

Region

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

Endpoint

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

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

app-integrations.ca-central-1.amazonaws.com

Protocol

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

Applntegrations
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Region Region
Name
Europe eu-

(Frankfur  central-1
t)

Europe eu-
(London)  west-2

Endpoint Protocol

app-integrations-fips.ca-central-1.amazonaws.
com

app-integrations.eu-central-1.amazonaws.com  HTTPS

app-integrations.eu-west-2.amazonaws.com HTTPS

Amazon Q in Connect

« US East (N. Virginia)
» US West (Oregon)

« Asia Pacific (Seoul)

« Asia Pacific (Singapore)

(

(

« Asia Pacific (Sydney)
« Asia Pacific (Tokyo)
« Canada (Central)
o Europe (Frankfurt)

o Europe (London)

Cases availability by Region

Region Region
Name

us us-east-1
East (N.

Virginia)

Endpoint Protocol
cases.us-east-1.amazonaws.com HTTPS
cases-fips.us-east-1.amazonaws.com HTTPS

Amazon Q in Connect
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Region
Name

US West
(Oregon)

Asia
Pacific
(Singapor
e)

Asia
Pacific
(Sydney)

Canada
(Central)

Europe
(Frankfur
t)

Europe
(London)

Region

us-
west-2

ap-
southe
ast-1

ap-
southe
ast-2

ca-centra
-1

eu-
central-1

eu-
west-2

Endpoint

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

cases.ap-southeast-1.amazonaws.com

cases.ap-southeast-2.amazonaws.com

cases.ca-central-1.amazonaws.com

cases.eu-central-1.amazonaws.com

cases.eu-west-2.amazonaws.com

Contact Lens availability by Region

Region Name

US East (N. Virginia)

US West (Oregon)

Region Endpoint

us-east-1 contact-lens.us-ea
st-1.amazonaws.com

us-west-2 contact-lens.us-we

st-2.amazonaws.com

Protocol

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

Protocol

HTTPS

HTTPS

Contact Lens

10
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Region Name

Asia Pacific (Seoul)

Asia Pacific (Singapor

e)

Asia Pacific (Sydney)

Asia Pacific (Tokyo)

Canada (Central)

Europe (Frankfurt)

Europe (London)

Region

ap-northeast-2

ap-southeast-1

ap-southeast-2

ap-northeast-1

ca-central-1

eu-central-1

eu-west-2

Contact Lens features by Region

Region  Contact
search
us Yes

East (N.

Screen
recording n

ies

Evaluatio Post-

Endpoint Protocol
contact-lens.ap-no HTTPS
rtheast-2.amazonaw
s.com
contact-lens.ap-so HTTPS
utheast-1.amazonaw
s.com
contact-lens.ap-so HTTPS
utheast-2.amazonaw
s.com
contact-lens.ap-no HTTPS
rtheast-1.amazonaw
s.com
contact-lens.ca-ce HTTPS
ntral-1.amazonaws.
com
contact-lens.eu-ce HTTPS
ntral-1.amazonaws.
com
contact-lens.eu-we HTTPS
st-2.amazonaws.com
Post- Real- Theme Extended
call chat time detection language
capabilit analytics analytics call support
analytics
Yes Yes Yes Yes Yes

Yes Yes

Contact Lens

11



Amazon Connect Administrator Guide

Region Contact Screen Evaluatio Post- Post- Real- Theme  Extended

search recording n call chat time detection language
capabilit analytics analytics call support
ies analytics

Virginia)

us Yes Yes Yes Yes Yes Yes Yes Yes

West

(Oregon)

Africa Yes Yes Yes Yes Yes - - Yes

(Cape

Town)

Asia Yes Yes Yes Yes Yes Yes Yes Yes

Pacific

(Seoul)

Asia Yes Yes Yes Yes Yes Yes Yes Yes

Pacific

(Singapor

e)

Asia Yes Yes Yes Yes Yes Yes Yes Yes

Pacific

(Sydney)

Asia Yes Yes Yes Yes Yes Yes Yes Yes

Pacific

(Tokyo)

Canada Yes Yes Yes Yes Yes Yes Yes Yes

(Central)

Europe Yes Yes Yes Yes Yes Yes Yes Yes

(Frankfur

t)

Contact Lens 12
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Region Contact Screen Evaluatio Post- Post- Real- Theme  Extended
search recording n call chat time detection language

capabilit analytics analytics call support
ies analytics

Europe Yes Yes Yes Yes Yes Yes Yes Yes

(London)

AWS Yes - - - - - - -

GovCloud

(US-

West)

Customer Profiles availability by Region

Region Region Endpoint Protocol
Name
us us-east-1  profile.us-east-1.amazonaws.com HTTPS
East (N. o
Virginia) profile-fips.us-east-1.amazonaws.com HTTPS
US West us- profile.us-west-2.amazonaws.com HTTPS
(Oregon)  west-2
profile-fips.us-west-2.amazonaws.com HTTPS

Africa af-south-  profile.af-south-1.amazonaws.com HTTPS
(Cape 1
Town)
Asia ap- profile.ap-northeast-2.amazonaws.com HTTPS
Pacific northe
(Seoul) ast-2
Asia ap- profile.ap-southeast-1.amazonaws.com HTTPS
Pacific southe

ast-1

Customer Profiles 13
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Region
Name

(Singapor
e)

Asia
Pacific
(Sydney)

Asia
Pacific
(Tokyo)

Canada
(Central)

Europe
(Frankfur
t)

Europe
(London)

Region

ap-
southe
ast-2

ap-
northe
ast-1

ca-centra

-1

eu-
central-1

eu-
west-2

Endpoint

profile.ap-southeast-2.amazonaws.com

profile.ap-northeast-1.amazonaws.com

profile.ca-central-1.amazonaws.com
profile-fips.ca-central-1.amazonaws.com

profile.eu-central-1.amazonaws.com

profile.eu-west-2.amazonaws.com

Voice ID availability by Region

Region
Name

us
East (N.
Virginia)

US West
(Oregon)

Region

us-east-1

us-
west-2

Endpoint

voiceid.us-east-1.amazonaws.com

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

voiceid.us-west-2.amazonaws.com

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

Protocol

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

Protocol

HTTPS

HTTPS

HTTPS

HTTPS

Voice ID
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Region
Name

Asia
Pacific
(Singapor
e)

Asia
Pacific
(Sydney)

Asia
Pacific
(Tokyo)

Canada
(Central)

Europe
(Frankfur
t)

Europe
(London)

Region

ap-
southe
ast-1

ap-
southe
ast-2

ap-
northe
ast-1

ca-centra

-1

eu-
central-1

eu-
west-2

Endpoint

voiceid.ap-southeast-1.amazonaws.com

voiceid.ap-southeast-2.amazonaws.com

voiceid.ap-northeast-1.amazonaws.com

voiceid.ca-central-1.amazonaws.com
voiceid-fips.ca-central-1.amazonaws.com

voiceid.eu-central-1.amazonaws.com

voiceid.eu-west-2.amazonaws.com

Agent workspace and step-by-step guides

« US East (N. Virginia)

» US West (Oregon)

o Africa (Cape Town)

« Asia Pacific (Seoul)

« Asia Pacific (Singapore)

« Asia Pacific (Sydney)

« Asia Pacific (Tokyo)

Protocol

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

HTTPS

Agent workspace and step-by-step guides
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« Canada (Central)
o Europe (Frankfurt)
o Europe (London)

o AWS GovCloud (US-West)

Agent workspace third-party applications (Preview)

« US East (N. Virginia)

« US West (Oregon)

« Africa (Cape Town)

« Asia Pacific (Seoul)
« Asia Pacific (Singapore)
« Asia Pacific (Sydney)
« Asia Pacific (Tokyo)
« Canada (Central)
o Europe (Frankfurt)

o Europe (London)

Chat messaging: SMS subtype

« US East (N. Virginia)

« US West (Oregon)

« Asia Pacific (Seoul)
« Asia Pacific (Singapore)
« Asia Pacific (Sydney)
« Asia Pacific (Tokyo)
« Canada (Central)
o Europe (Frankfurt)

» Europe (London)

Agent workspace third-party applications (Preview)
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Communications widget

US East (N. Virginia)
US West (Oregon)

Asia Pacific (Seoul)
Asia Pacific (Singapore)
Asia Pacific (Sydney)
Asia Pacific (Tokyo)
Canada (Central)
Europe (Frankfurt)

Europe (London)

Global Resiliency availability by Region

US East (N. Virginia)
US West (Oregon)
Europe (Frankfurt)

Europe (London)

In-app, web, and video calling capabilities

US East (N. Virginia)
US West (Oregon)

Asia Pacific (Seoul)
Asia Pacific (Singapore)
Asia Pacific (Sydney)
Asia Pacific (Tokyo)
Canada (Central)
Europe (Frankfurt)

Europe (London)

Communications widget
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Forecasting, capacity planning, and scheduling

US East (N. Virginia)

US West (Oregon)
Canada (Central)

Asia Pacific (Sydney)

Europe (London)

Live media streaming

« US East (N. Virginia)

» US West (Oregon)

« Asia Pacific (Seoul)
« Asia Pacific (Singapore)
« Asia Pacific (Sydney)
« Asia Pacific (Tokyo)
« Canada (Central)
o Europe (Frankfurt)

» Europe (London)

Outbound campaigns

« US East (N. Virginia)
» US West (Oregon)

« Asia Pacific (Sydney)
« Canada (Central)

o Europe (Frankfurt)

o Europe (London)

The phone numbers that outbound campaigns can call are based on the AWS Region where your
Amazon Connect instance is created.

Forecasting, capacity planning, and scheduling 18



Amazon Connect Administrator Guide

From instances created in US East (N. Virginia) or US West (Oregon) you can call all phone
numbers based in the US.

From instances created in Canada (Central) you can call all phone numbers based in Canada.

From instances created in Asia Pacific (Sydney) you can call phone numbers based in Australia
and New Zealand. There are a few specific restrictions explained in Make predictive and
progressive calls using Amazon Connect outbound campaigns).

From instances created in Europe (Frankfurt) or Europe (London) you can call all phone numbers
based in the UK, Italy, or Spain.

No other combinations are supported. For example, you can't make campaign calls from Europe
(London) to US phone numbers, or from Europe (Frankfurt) to New Zealand phone numbers.

Tasks

US East (N. Virginia)
US West (Oregon)
Africa (Cape Town)
Asia Pacific (Seoul)
Asia Pacific (Singapore)
Asia Pacific (Sydney)
Asia Pacific (Tokyo)
Canada (Central)
Europe (Frankfurt)
Europe (London)

AWS GovCloud (US-West)

Browsers supported by Amazon Connect

/A Important

Trying to contact Amazon support? See Amazon Customer Service (Amazon orders and
deliveries) or AWS Support (Amazon Web Services).

Tasks 19
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Before you work with Amazon Connect, verify that your browser is supported using the following

table.

Browser

Google Chrome

Microsoft Edge Chromium

Mozilla Firefox

Mozilla Firefox ESR

Version

Latest three versions

Latest three versions

Latest three versions

Versions are supported until

their Firefox end-of-life date.

For details, see the Firefox
ESR release calendar.

How to check your version

Open Chrome and type
chrome://version in your
address bar. The version is in
the Google Chrome field at
the top of the results.

Open Edge. On the menu,
choose Help and feedback
and then choose About
Microsoft Edge. The version
number is listed in the About
section.

Open Firefox. On the menu,
choose the Help icon and
then choose About Firefox.
The version number is listed
under the Firefox name.

Please see Issue with Firefox

version 86.

Open Firefox. On the menu,
choose the Help icon and
then choose About Firefox.
The version number is listed
under the Firefox name.

For more requirements, see Agent headset and workstation requirements for the CCP.

Supported browsers
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Browsers on mobile devices

The Amazon Connect console, Contact Control Panel (CCP), and agent workspace do not support
mobile browsers. However, your agents can forward the audio portion of the call to their mobile
device. For instructions, see Forward calls to a mobile device (iPhone, Android).

Supported browsers and mobile OS for in-app, web, and video calling
capabilities

« Amazon Chime SDK for iOS and Android:
« iOS version 13 and later
« Android OS version 8.1 and later, ARM and ARM64 architecture
« Web browsers for out-of-the-box communications widget and JS SDK

« Latest three versions of Google Chrome, Firefox, Safari, and Microsoft Edge Chromium on
MacOS, Windows, iOS, and Android.

For more information, see Set up in-app, web, and video calling capabilities.

The communications widget supports browser notifications for desktop devices. For more
information, see Browser notifications.

Issue with Firefox version 86

The following issue may occur if you embed the Amazon Connect Contact Control Panel (CCP)
into your agent application and your users access the Amazon Connect CCP using the Firefox web
browser with Enhanced Tracking Protection browser setting set to Strict.

An upgrade to Firefox, specifically Firefox non-ESR version 86 released on February 23, 2021,
introduced Total Cookie Protection which modified cookie sharing behavior across sites for users

with Enhanced Tracking Protection set to Strict (Firefox defaults to Standard). Users with this
specific browser setting and version combination may be unable to access the Amazon Connect
CCP when embedded in another application, preventing them from handling contacts.

To prevent impact to your users (agents), we recommend that your users do one of the following:

« Confirm (or set) Enhanced Tracking Protection as Standard in their browser settings. Users can
do this by following instructions documented here.

Mobile browsers 21
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« Do not upgrade their Firefox browser version to v86 or higher.

» Use Google Chrome or Microsoft Edge to access the Amazon Connect CCP.

Accessibility compliance

We strive to provide an accessible user interface for Amazon Connect. See the accessibility
compliance reports (ACR) that are regularly published in AWS Artifact. For more information, see
Getting started with AWS Artifact

For information about AWS compliance programs, see Compliance validation in Amazon Connect.

Supported screen readers

You can use the following screen readers with the latest version of the Amazon Connect Contact
Control Panel (the CCP URL ends with /ccp-v2):

« JAWS
« NVDA

« VoiceOver

Languages supported by Amazon Connect

This topic lists Amazon Connect features and which languages they support.

Contents

+ Contact Control Panel

« Chat message content

+« Amazon Connect admin website

« Amazon Connect Cases

« Amazon Connect Contact Lens

« Pattern match languages

« Amazon Connect forecasting, capacity planning, and scheduling

« Amazon Q in Connect

« Amazon Lex

« Amazon Polly

Accessibility compliance 22
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Contact Control Panel

CCpP

Contact Control Panel - latest version

Contact Control Panel - earlier version

Chat message content

Supported languages

Chinese (Simplified)
Chinese (Traditional)
English

French

German

Italian

Japanese

Korean

Portuguese (Brazilian)

Spanish

English

French

German

Italian

Japanese

Korean

Portuguese (Brazilian)

Spanish

Amazon Connect provides full Unicode support. You can chat with customers in any language of

your choice.

Amazon Connect admin website

o Chinese (Simplified)

o Chinese (Traditional)

Contact Control Panel
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« English

« French

« German

« Italian

« Japanese

» Korean

» Portuguese (Brazilian)

« Spanish

Amazon Connect Cases

o Chinese (Simplified)
o Chinese (Traditional)
« English

« French

« German

« Italian

« Japanese

» Korean

» Portuguese (Brazilian)

e Spanish

Amazon Connect Contact Lens

Languages Post-call Post-call Real-
/chat /chat time call
analytics redaction analytics

Arabic v

(Gulf)

Real-time
redaction

Key
highlights

Theme
detection

Amazon Connect Cases
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Languages

English
(Australia)

English
(Great
Britain)

English
(New
Zealand)

English
(South
Africa)

English
(United
States)

English
(India)

English
(Ireland)

English
(Scotland)

English
(Wales)

French
(Canada)

Post-call
/chat
analytics

v

v

v

v

Post-call
/chat
redaction

v

Real-
time call
analytics

v

Real-time
redaction

Key
highlights

Theme
detection

Amazon Connect Contact Lens
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Languages Post-call Post-call Real- Real-time Key Theme
/chat /chat time call redaction highlights  detection
analytics redaction analytics

French v v

(France)

German v v

(Germany)

German v

(Switzerl

and)

Hindi v

(India)

Italian v v

(Italy)

Japanese v v

(Japan)

Korean v v

(South

Korea)

Mandarin v v

(Mainland

China)

Portugues v v

e (Brazil)

Portugues
e (Portugal
)

Amazon Connect Contact Lens 26
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Languages

Spanish
(Spain)

Spanish
(United
States)

Post-call
/chat
analytics

v

Post-call
/chat
redaction

Pattern match languages

Real-
time call
analytics

Real-time
redaction

Key
highlights

In Contact Lens, the pattern match feature supports the following languages:

« English (United States)

« Arabic (Gulf)

e Chinese

« German (Germany)

e French (France)

o Hindi (Indian)

o Italian
» Japanese
» Korean

» Portuguese

« Spanish (Spain)

Theme
detection

Amazon Connect forecasting, capacity planning, and scheduling

« English (United States)

Amazon Q in Connect

 English (Australia)

Pattern match languages
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» English (Great Britain)
« English (United States)

Amazon Lex

See Languages and locales supported by Amazon Lex V2 in the Amazon Lex V2 Developer's Guide.

Amazon Polly

See Voices in Amazon Polly in the Amazon Polly Developer Guide.

Amazon Connect service quotas

All service quotas can be adjusted/increased unless otherwise noted.
Your AWS account has default quotas, formerly referred to as limits, for each AWS service.

To request a quota increase, see Requesting a quota increase in the Service Quotas User Guide. If
the quota is not yet available in Service Quotas, use the Amazon Connect service quotas increase
form. You must be signed in to your AWS account to access the form.

Contents

« Important things to know

 Amazon Connect quotas

« Amazon Connect Applintegrations service quotas

« Amazon Q in Connect service quotas

« Amazon Connect Cases service quotas

« Contact Lens service quotas

« Amazon Connect Customer Profiles service quotas

« Amazon Connect Outbound campaigns service quotas

« Amazon Connect Voice ID service quotas

+« How contacts are counted

« Amazon Connect feature specifications

Amazon Lex 28
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» Countries you can call by default

» API throttling quotas

Important things to know

« You must create your instance before you can request a service quota increase.

« We review each request for a quota increase. For smaller increase requests, we can approve in
hours. Larger increase requests take time to review, process, approve, and deploy. Depending
on your specific implementation, your resource, and the size of quota that you want, a request
can take up to 3 weeks. An extra-large worldwide increase can potentially take months. If
you're increasing your quotas as part of a larger project, keep this information in mind and plan
accordingly.

» Use the same form to submit a request to port your US phone number from your current carrier
to Amazon Connect. For more information about porting phone numbers, see Port your current

phone number to Amazon Connect.

« The quotas apply per AWS Region. You can have multiple Amazon Connect instances in each
Region. It's possible to raise quotas for all instances in a Region.

» Default quota values in this documentation are specifically for new accounts. Because quota
defaults have been adjusted over time, the default and applied quota values for your account
might be lower than the default values described in this topic.

» Not all quotas can be adjusted.
» There are two types of quota adjustability: account level and resource-level.

« Account level quotas, when adjusted, apply to all Amazon Connect instances in this account
and Region. For example, the maximum transactions per second (TPS) limits for a specific API.

» Resource level quotas, when adjusted, only apply to resources within a specific Amazon
Connect instance. For example, the maximum number of users per instance. Resource level
quotas cannot be adjusted at the account level.

/A Important

You need AWS CLI version 2.13.20 or higher to view and manage resource-level quotas
such as Phone numbers per instance for Amazon Connect.
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https://docs.aws.amazon.com/servicequotas/latest/userguide/intro.html#intro_getting-started

Amazon Connect

Administrator Guide

Amazon Connect quotas

Name

AWS Lambda
functions per
instance

Agent status
per instance

Amazon
Connect
instances per
account

Amazon Lex
bots per
instance

Amazon
Lex V2 bot
aliases per
instance

Concurrent
active calls
per instance

Concurrent
active chats
per instance

Default

50

50

70

100

10

For more information, see the section called
“How contacts are counted”.

100

This includes chats that are waiting and SMS.

If this quota is exceeded, the API call fails with
a quota exceeded error.

Adjustable

Yes

No

Yes

No

Yes

Yes

Yes

Adjustability

Resource
Level

Not
Adjustable

Account
Level

Resource
Level

Resource
Level

Resource
Level

Resource
Level

Amazon Connect quotas
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Name Default Adjustable

Concurrent 2500 concurrent active tasks Yes

active tasks

per instance All tasks that have not yet ended are considere
d active and are counted as concurrent tasks:
tasks that are being routed in flows, waiting
in a queue for an agent, being handled by
agents, or being run in After Contact Work

(ACW).

Flows per 100 Yes
instance

Hours of 100 Yes
operation per
instance

Maximum 6 days No
duration that

a task can be

scheduled in

future

Maximum 20 No
number of

reschedul

es allowed

for a task

scheduled for

a future time

Modules per 200 No
instance

Adjustability

Resource
Level

Resource
Level

Resource
Level

Not
Adjustable

Not
Adjustable

Not
Adjustable

Amazon Connect quotas
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Name Default Adjustable Adjustability
Phone 5 Yes Resource
numbers per - Level
instance It's possible to get an error message that
"You've reached the limit of Phone Numbers,"
even if it's the first time you've claimed a
phone number. All the issues that cause this
error message require help from AWS Support
to resolve.
Predefined 25 Yes Resource
attributes per Level
instance
Proficiencies 10 Yes Resource
per agent Level
Prompts per 500 Yes Resource
instance Level
Queues per 100 Yes Resource
instance Level
Queues 50 Yes Resource
per routing . Level
profile per This q'uotta\ refers to nL!mber of queue/channel
instance combinations per routing profile. For example,
in the following image there are two queues,
but there are three queue-channel combinati
ons: Escalation queue Voice, Escalation queue
Chat, and BasicQueue Voice. This counts three
towards the service limit of 50.
Routing profile queues
If no queue is added, the agent will only be able to make outbound calls. At least one queue
R
Escalation queue T Voice M chat[d Task
BasicQuevse T Voice[] chat[d Task
Amazon Connect quotas 32
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Name Default Adjustable Adjustability
Quick 100 Yes Resource
connects per Level
instance

Rate of API See Amazon Connect API throttling quotas. Yes Account
requests Level
Reports per 2000 Yes Resource
instance Level

Personal saved reports count towards the
reports per instance. For example, if one of
your supervisors saves a report every day, it
will count towards your overall number of
saved reports per instance.

As a best practice, we recommend you
implement policies so reports don't pile up.

Routing 500 Yes Resource
profiles per Level
instance

Scheduled 50 No Not
reports per Adjustable
instance

Security 100 Yes Resource
profiles per Level
instance

Task 50 No Not
templates Adjustable

per instance

Amazon Connect quotas 33
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Name

Task
template
customize
d fields per
instance

Theme
detection
reports
generated
within 30
minutes per
instance

User
hierarchy
groups per
instance

Users per
instance

Amazon Connect Applintegrations service quotas

Name

Data integration
associations per
data integration

Default

50

500

This quota applies to the total number of
hierarchy groups you have, across all levels.
There is no feature limit for how many
hierarchy groups you can have for each

level. For example, one level could have 500
hierarchy groups, which would reach the quota

for your instance.

500

Default

10

Adjustable

No

No

Yes

Yes

Adjustability

Not
Adjustable

Resource
Level

Resource
Level

Resource
Level

Adjustable

Yes

Applntegrations quotas

34



Amazon Connect

Administrator Guide

Name Default

Data integrati 10
ons per Region

Event integrati 10
on associati

ons per event
integration

Event integrati 10
ons per Region

Application per 5
region (third-pa
rty application)

Amazon Q in Connect service quotas

Item

Assistants

Knowledge bases
Assistant associations

Maximum size of a knowledge
base

Quick responses per
knowledge base

Content per knowledge base

Default quotas
5

10

5GB per knowledge base

1,000

5,000

Examples of content are
frequently asked questions
(FAQs), wikis, articles, and

Adjustable

Yes

Yes

Yes

No

Adjustable
No
No
No

No

No

No

Amazon Q in Connect quotas
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Item

Maximum size per document

RateLimit for all APIs

Default quotas Adjustable
step-by-step instructions for

handling different customer

issues.

TMB No

10TPS No

The rate limit for DeleteQui
ckResponse and SearchQui
ckResponses is 20TPS

Amazon Connect Cases service quotas

Name Default

Cases domains 5
per AWS account

Fields in a Cases 500
domain

Field options 500
per single-select

field in the Cases
domain

Layoutsin a 100
Cases domain

Templatesin a 100
Cases domain

Related items 200
that can be

Adjustable

Yes

Yes

Yes

Yes

Yes

Yes

Cases quotas
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Name
attached to a

case

Case fields per
case layout

Default

100

Contact Lens service quotas

Name

Concurrent real-
time calls with
analytics

Concurrent post-
call analytics
jobs

Concurrent chat
analytics jobs

Concurrent
post-contact
summarization
jobs

Default
50

100 for US East (N. Virginia)

200

See Derive Concurrent post-call analytics jobs based on

your Amazon Connect call volume.

200

10

Adjustable

Yes

Adjustable

Yes

Yes

Yes

No

Derive Concurrent post-call analytics jobs based on your Amazon Connect call

volume

A post-call analytics job is kicked off after the completion of each contact with Contact Lens
enabled. The time to complete a post-call analytics job can vary, but for planning purposes,
you can estimate that it usually takes about 40% of the call length. If you choose 40% for your
estimate, to calculate concurrent post-call analytics jobs, you would use the following formula:

Contact Lens quotas
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(average call duration in minutes) * (0.4) * (calls per hour) / (60)

The following table shows some examples of what the approximate number of concurrent post call
jobs would be if you assume the time to complete the analysis is 40%.

Average call duration (in Calls per hour* Approximate Concurrent
minutes) post-call jobs

5 1000 33

10 500 33

10 1000 67

10 3000 200

*For the example calculations in the preceding table, we assume a fairly uniform distribution of
calls during the hour. If you have more complex traffic patterns, contact AWS Support with details
about your anticipated traffic pattern.

Amazon Connect Customer Profiles service quotas

Name Default Adjus Description

e
Amazon Connect Customer Profiles Each supported Yes  The maximum number
domain count Region: 100 of Amazon Connect

Customer Profiles
domains you can create
in this account in the
current AWS Region.

Keys per object type Each supported Yes  The maximum number of
Region: 10 keys that can be defined
per object type in the
current AWS Region.
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Name

Maximum expiration in days

Maximum number of calculated
attributes per domain

Maximum number of event stream per
domain

Maximum number of integrations

Maximum size of all objects for a

profile

Object and profile maximum size

Object types per domain

Default

Each supported
Region: 1,098

Each supported
Region: 50

Each supported
Region: 1

Each supported
Region: 50

Each supported
Region: 51,200
Kilobytes

Each supported
Region: 250
Kilobytes

Each supported
Region: 100

Adjus Description

e

Yes

No

No

Yes

Yes

No

Yes

The maximum expiratio
n, in days, that can be
defined for an object
or profile in the current
AWS Region.

The maximum number of
calculated attributes per
domain in the current
AWS Region.

The maximum number
of event stream per
domain in the current
AWS Region.

The maximum number of
integrations per domain
in the current AWS
Region.

The total size of a profile,
including all of its related
objects, in the current
AWS Region.

The maximum size of a
single profile or profile
object in the current
AWS Region.

The maximum number
of object types you can
define per domain in the
current AWS Region.

Customer Profiles quotas
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Name Default Adjus Description
e
Objects per profile Each supported Yes  The maximum number
Region: 1,000 of objects that can be

attached to a single
profile in the current
AWS Region.

Amazon Connect Outbound campaigns service quotas

Name Default Adjustable Adjustability
Campaigns 25 Yes Resource
Level

This is the maximum number of campaigns
that an AWS account can configure.

Amazon Connect Voice ID service quotas

Item Default quotas
Domains 3

This quota applies per account.
Concurrent active sessions per domain 50

See the following table for information about
how to derive your Concurrent active sessions
quota based on your Amazon Connect call
volume.

Maximum number of fraudsters per watchlist 500

Maximum number of watchlists per domain 3, including the default watchlist of a domain

Outbound campaigns quotas 40
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Item
Maximum number of speakers per domain

Active Batch Speaker Enrollment Jobs per
domain

Active Batch Fraudster Registration Jobs per

domain
Speakers per Batch Speaker Enrollment Job

Fraudsters per Batch Fraudster Registration
Job

Default quotas
100,000

1

10,000

500

Derive Concurrent active sessions based on your Amazon Connect call volume

Use the information in the following table to derive your quota for Voice ID Concurrent active
sessions per domain. Base your quota on the number of voice calls handled by your Amazon

Connect contact center where Voice ID is enabled.

Amazon Connect Voice Contacts (Calls)/H
our*

1,000
5,000
10,000
20,000

50,000

Voice ID Concurrent active sessions

50
250
500
1,000

2,500

*For the calculations in the preceding table, we assume a fairly uniform distribution of calls during

the hour. If you have more complex traffic patterns, contact AWS Support with details about your

anticipated traffic pattern.

Voice ID quotas
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How contacts are counted

The following contacts are counted in Concurrent active calls per instance:

Handled by a flow

Waiting in queue

Handled by an agent
Outbound call

The following contacts are not counted:

 Callbacks waiting in a callback queue are not counted until the callback is offered to an available
agent.

o External transfers

If the quota for Concurrent active calls per instance is exceeded, contacts get a reorder tone (also
known as a fast busy tone), which indicates that there is no available transmission path to the
called number.

You can calculate your configured quota using CloudWatch metrics. For instructions, see Use
CloudWatch metrics to calculate concurrent call quota.

If you're only taking calls you can also determine your Concurrent active calls per instance quota
by doing the following:

1. Navigate to the Edit a queue page: choose Routing, Queues, and choose a queue.
2. Choose Set a limit across all channels.

3. Enter an exceptionally large number in the Maximum contacts in queue box for the contact
limit.

The resulting error message displays your quota as less than the sum of the following quotas
combined: Concurrent calls per instance + Concurrent active chats per instance + Concurrent
active tasks per instance.

For example, in the following image from the Edit queues page, you add 1 to the error message,
to get Concurrent calls per instance + Concurrent active chats per instance + Concurrent active
tasks per instance quota = 3010.
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Maximum contacts in queue

Set the maximum contacts allowed to be in the queue at the same time.
[¥] Seta limit across all channels

Maximum contacts in gqueue
o 1000000

L]

You cannot have more contacts in the queus than
vour total gueued contacts perinstance guota,
which iz currently 3009

The quota for Current active calls per instance +
Concurrent active chats per instance +
Current active tasks per instance: 3009 +1 = 3010

e —————————
The error message shows 3009 because you must set always set Maximum contacts in queue to a
number that is at least 1 less than your combined quota (which is the default limit).

Amazon Connect feature specifications

(® Note

Feature specifications cannot be increased.

The following table lists Amazon Connect feature specifications.

Item Feature Specification
Agent activity retention 24 months from the time the event occurred

File types supported for attachments to cases  .csv, .doc, .docx, .heic, .jfif, .jpeg, .jpg, .mov, .mp4, .pdf, .
or chats
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Item

Maximum file size for an attachment to a case
or a chat

Maximum timeout for an attachment scanner
Maximum size of a real-time metrics report

When the Multi-Party Calls and Enhanced
Monitoring for Voice capability is not enabled

on your instance, the number of people who
can listen in on the same agent call at the
same time

Feature Specification

20MB

60 seconds
200KB
5

For example, you can have a group of 5 people
listen in to a call at the same time, and then

a different group of 5 people listen in to a
different call at the same time, and so on.

The total number of participants on a call
would look like this:

1. Customer
2. Agent

3. Supervisor who can listen but not barge in
the call

4. Supervisor who can listen but not barge in
the call

5. Supervisor who can listen but not barge in
the call

6. Supervisor who can listen but not barge in
the call

7. Supervisor who can listen but not barge in
the call

Feature specifications
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Item

When the Multi-Party Calls and Enhanced
Monitoring for Voice capability is enabled on

your instance, the number of people who can
be on the same agent call at the same time

Quick connects you can assign to a queue

Participants on a conference call

Contact record retention

Maximum size of the contact record attributes
section

Maximum size of the returned data in a
Lambda function

Feature Specification
2
There can be four participants in total:

1. Customer
2. Agent
3. Supervisor who can barge in the call

4. Supervisor who can listen but not barge in
the call

700
6

The participants are the customer, agent, and
others who can be agents or external third-par
ties.

24 months from the time the associated
contact was initiated.

You can choose to stream contact records
to Kinesis so you can manage retention and
perform advanced analysis.

32KB

Less than 32KB of UTF-8 data
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Item Feature Specification
Limit on creating and deleting instances 100 instances can be created or deleted in 30
days

Amazon Connect enforces a limit on the total
number of instances that you can create and
delete in 30 days. If you exceed this limit, you
will get an error message indicating there

has been an excessive number of attempts at
creating or deleting instances. You must wait
30 days before you can restart creating and
deleting instances in your account.

For example, if you create 80 instances and
delete 20 over the course of 30 days, you must
wait an additional 30 days before you can
create or delete any more instances. If you
create and delete the same instance 100 times
in 30 days, the limit also applies.

Searchable custom contact attributes 50

Replica instances (created by using the 5 per account
Replicatelnstance API)

Traffic distribution groups 8 per replicated instance

Chat feature specifications

Item Feature Specification
Attachments per chat conversation 35

Active chats per agent 10

Number of custom participants on a contact 1
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Item

Number of chat contacts that a supervisor can
monitor concurrently

Number of people who can monitor the same
agent chat at the same time regardless of
whether the Barge and Enhanced Monitoring

for Chat capability is enabled for an instance

Number of supervisors who can barge in on a
chat between an agent and a customer when
the Barge and Enhanced Monitoring for Chat

capability enabled for an instance

Number of calls that a supervisor can listen to
at the same time

Feature Specification

Depends on the number of concurrent chats
limit set in the supervisor's routing profile

5

For example, you can have a group of 5 people
monitor a chat at the same time, and then

a different group of 5 people monitor a
different chat at the same time, and so on.

The total number of participants on the chat
would look like this:

1. Customer
2. Agent

3. Supervisor who can monitor the chat but
not barge in

4. Supervisor who can monitor the chat but
not barge in

5. Supervisor who can monitor the chat but
not barge in

6. Supervisor who can monitor the chat but
not barge in

7. Supervisor who can monitor the chat but
not barge in

Only 1 supervisor can be in barged in mode
for a given chat.
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Item

Total duration per chat

Characters per chat message

Open websocket connections per chat
participant

Chat Amazon Lex bot integration timeout

Past chat transcript file size. This applies to
persistent chat.

Number of past contacts that can be traversed
by Amazon Connect chat. This applies to
persistent chat.

Communications widgets that can be created
and customized per instance

Feature Specification
Up to 7 days, including wait time

o The default is 25 hours. You configure the
chat duration using StartChatContact API
and add the ChatDurationInMinutes
parameter.

« Minimum configurable chat duration is 1
hour (60 minutes).

» Maximum configurable chat duration is 7
days (10,080 minutes).

1024

10 seconds

The maximum time within which the Amazon
Lex bot must respond to the chat customer's
prompt.

5MB

100

15
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Task feature specifications

Item Feature Specification
Task templates per instance 50

Task template customized fields per instance 50

Maximum duration of a task 7 days

Maximum number of transfers for a task 11 transfers
Maximum number of linked tasks on an 11

existing contact

Forecasting, capacity planning, and scheduling feature specifications

Item Feature Specification
Agents per schedule generation run 800

Agents per staffing group 80

Capacity plans per instance 500

Capacity scenarios per instance 500

Capacity plan user data uploads per instance 500

Capacity plan override uploads per instance 5000

Concurrent uploads per instance 20

File size per upload of agent time off data 1GB

File size per upload of time off group 1GB

allowance data
The .csv file can cover up to 13 months.

File size per upload of capacity plan user data 1GB
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Item

File size per upload of capacity plan overrides
File size per upload of forecast overrides
File size per upload of historical actuals
Forecast groups per instance

Forecast override uploads per instance
Historical actuals uploads per instance
Queues per forecast group

Schedules per instance

Shift activities per instance

Shift activities per shift profile

Shift profiles per instance

Staffing groups per forecast group
Staffing groups per instance

Staffing groups per supervisor/manager

Supervisors/managers per staffing group

Feature Specification
250MB
250MB
1GB
500
500

50

200
600
300

10
1300
100
1300
45

40

Integration association resource feature specifications

The following table lists feature specifications for the integration association resource. It lists how

many of each type of integration association resource can be ingested.

Item

Attachment scanner

Feature Specification

1

Feature specifications
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Item
Voice ID domain
Amazon Pinpoint app

Event

Amazon Q in Connect assistant

Amazon Q in Connect knowledge base

Cases domain

Feature Specification

1

10

The event integration resource is used for task
triggers.

1

10

Amazon Connect Contact Lens feature specifications

Item

Custom vocabularies

Contact Lens rules for post-call
Contact Lens rules for post-chat

Contact Lens rules for real-time

Evaluation forms feature specifications

Item

Maximum number of evaluation forms per

instance

Historical versions are not counted, only form

names are counted.

Feature Specification
20

500

500

500

Feature Specification

50

Feature specifications
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Item

Maximum number of versions per form
Maximum number of sections per form
Maximum number of questions per form

Maximum nesting level of sections

Maximum number of

Definition title length
Section title length
Question title length
Section instructions length

Number of answer options for single select
questions

Answer option text length for single select
questions

Feature Specification
50

100

100

2 (sections can have sub-sections, but sub-
sections cannot have sub-sub-sections)

2 (sections can have sub-sections, but sub-
sections cannot have sub-sub-sections)

1-128 characters
1-128 characters
1-350 characters
up to 1024 characters

2-256 answer options

1-128 characters

Amazon Connect Rules feature specifications

The following table lists feature specifications for Amazon Connect Rules.

Item
Conditions in a rule

Rules per event source type

Feature Specification
20

500

Feature specifications
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Condition type

Evaluation -
Form score

Evaluation-
Section score

Evaluation-
Question score

Evaluation -
Results available

Words or
phrases - Exact
match

Words or
phrases -
Semantic match

Words or
phrases -
Pattern match

Queue condition
Agent condition

Custom
attributes

Sentiment -
Time period

Number of

entries or

selections

20

20

20

20

100

100

100

100

Post-call

N/A

N/A

N/A

N/A

Yes

Yes

Yes

Yes
Yes

Yes

Yes

Post-chat

N/A

N/A

N/A

N/A

Yes

Yes

Yes

Yes
Yes

Yes

Yes

Real-time

N/A

N/A

N/A

N/A

Yes

Not supported

Yes

Yes
Yes

Yes

Yes
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Condition type Number of Post-call Post-chat Real-time
entries or
selections

Sentiment - 5 Yes Yes Not supported

Entire contact

Interruptions 5 Yes Yes Not supported
Response time 4 hours Not supported Yes Not supported
Non-talk time 5 hours Yes Not supported Not supported

Countries you can call by default

The Region where your instance is created determines which countries you can call by default.

For a list of all the countries available for outbound calling, see Amazon Connect pricing.

If you already have an instance, the countries that you are allowed to call may be different that
those listed in the following sections because we have changed the service quotas over time.

Prefixes that are not allowed by default
UK mobile numbers with the following prefix are not allowed by default:

o +447

Before you can dial these UK mobile numbers, you must submit a service quota increase request.

Japan mobile numbers with the following prefixes are not allowed by default:

« +8170, 8180, and 8190

Before you can dial these Japan mobile numbers, you must submit a service quota increase request.

How to allow calling to additional countries

Use the following instructions to allow calling to additional countries, or to limit the countries that
you can call from.
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1.

o v B~ W N

9.

Choose Account and billing to go to the pre-populated form in the AWS Support console. You
must be signed in to your AWS account to access the form.

For Service, Connect (Number Management) should be selected.

For Category, Country Allowlisting for Outbound Calls should be selected.
Select the required severity.

Choose Next step: Additional information

On the Additional information page:

a. Enter the subject.
b. Under Description, list which countries you want to allow calling to, or limit calling from.
Choose Next step: Solve now or contact us.

On the Solve now or contact us page:

o Choose the Contact us tab and select your Preferred contact language and your
preferred contact method.

Choose Submit.

10. The Amazon Connect team will review your ticket and get back to you.

Instances created in US East, US West, Canada (Central) and AWS GovCloud (US-
West)

You can call the following countries by default:

United States
Canada
Mexico
Puerto Rico

United Kingdom: See Prefixes that are not allowed by default

Instances created in Africa (Cape Town)

You can call the following countries by default:

« South Africa
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» United Kingdom
« United States

Instances created in Asia Pacific (Seoul)

You can call the following countries by default:

e South Korea
« United Kingdom
« United States

Instances created in Asia Pacific (Singapore)

You can call the following countries by default:

Singapore

Australia

Hong Kong
United States

United Kingdom: See Prefixes that are not allowed by default

Instances created in Asia Pacific (Sydney)

You can call the following countries by default:

« Australia
e New Zealand

« United States

Instances created in Asia Pacific (Tokyo)

You can call the following countries by default:

» Japan: See Prefixes that are not allowed by default

e Vietnam

Countries you can call by default
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o United States

Instances created in EU (Frankfurt) and EU (London)
You can call the following countries by default:

« United Kingdom: See Prefixes that are not allowed by default

. ltaly
e France
« Ireland

« United States

API throttling quotas

Amazon Connect API throttling quotas

Amazon Connect throttling quotas are by account, and per Region, not by user and not by instance.
For example:

« If different users from the same account make requests, they are sharing a throttle bucket.

o If multiple requests are sent from different instances from the same account, they are also
sharing a throttle bucket.

When you use the Amazon Connect Service API, the number of requests per second is limited to
the following:

» The following APIs have a RateLimit of 5 requests per second, and a BurstLimit of 8 requests per
second:

o GetMetricData

o GetCurrentMetricData

The default limits for GetMetricDataV2 are 10 requests per second.

» The following APIs have a RateLimit of 10 requests per second, and a BurstLimit of 15 requests
per second:

o GetContactAttributes
» UpdateContactAttributes
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» StopContact
DescribeContact

UpdateContact

ListContactReferences

BatchPutContact

« The following APIs have a RateLimit of 20 requests per second, and a BurstLimit of 25 requests
per second:

» TagContact
» UntagContact

» UpdateContactRoutingData has a RateLimit of 20 requests per second, and a BurstLimit of 20
requests per second.

» The following APIs have a RateLimit of 5 requests per second, and a BurstLimit of 8 requests per
second:

StartChatContact

StartContactStreaming

StopContactStreaming

CreateParticipant

« For all Evaluations actions, the throttling quota is 1 request per second.

» For all other operations, a RateLimit of 2 requests per second, and a BurstLimit of 5 requests per
second.

Amazon Connect Cases API throttling quotas

API Default TPS throttling limits

CreateCase, SearchCases, UpdateCase, 10
AssociateContact, ListTemplates, CreateRel
atedltem, SearchRelatedltems

CreateField, ListFields, CreateDomain, 5
GetDomain,CreateTemplate, BatchPutF
ieldOptions, CreateLayout, UpdateLayout,
UpdateTemplate, UpdateField
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API Default TPS throttling limits
BatchGetField 25
GetCase 15
GetTemplate, GetLayout 20
ListFieldOptions 15

Amazon Connect Contact Lens Service API throttling quotas

Amazon Connect Contact Lens throttling quotas are by account, not by user and not by instance.
For example:

« If different users from the same account make requests, they are sharing a throttle bucket.

o If multiple requests are sent from different instances from the same account, they are also
sharing a throttle bucket.

When you use the Amazon Connect Contact Lens API, the number of requests per second is limited

to the following:

 ListRealtimeContactAnalysisSegments: a RateLimit of 1 request per second, and a BurstLimit of 2

requests per second.

Amazon Connect Customer Profiles API throttling quotas

API Default TPS throttling limits
ListDomains 5
GetDomain 5
CreateDomain 1
UpdateDomain 1
DeleteDomain 1
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API Default TPS throttling limits
ListProfileObjectTypes 5
GetProfileObjectType 10
PutProfileObjectType 1
DeleteProfileObjectType 1
ListProfileObjectTypeTemplates 5
GetProfileObjectTypeTemplate 5
Listintegrations 5
GetlIntegration 5
Putintegration 1
Deletelntegration 1
ListldentityResolutionJobs 5
GetldentityResolutionJob 5
GetAutoMergingPreview 1
CreateEventStream 1
ListEventStreams 5
DeleteEventStream 5
GetEventStream 5
CreateCalculatedAttributeDefinition 1
GetCalculatedAttributeDefinition 5
UpdateCalculatedAttributeDefinition 1
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API Default TPS throttling limits
DeleteCalculatedAttributeDefinition 5
ListCalculatedAttributeDefinitions 5
CreatelntegrationWorkflow 5
DeleteWorkflow 5
ListWorkflows 5
GetWorkflow 5
GetWorkflowSteps 5
SearchProfiles 100
ListProfileObjects 100
GetMatches 100
GetSimilarProfiles 100
ListRuleBasedMatches 5
GetCalculatedAttributeForProfile 100
ListCalculatedAttributesForProfile 100
CreateProfile 100
UpdateProfile 100
PutProfileObject 100
AddProfileKey 100
DeleteProfile 100
DeleteProfileObject 100
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API

DeleteProfileKey

MergeProfiles

TagResource

UntagResource

ListTagsForResource

ListAccountintegrations

Default TPS throttling limits
100

100

100

Amazon Connect Outbound Campaigns Service API throttling quotas

Outbound campaigns throttling quotas are by account, and per Region, not by user and not by
instance. For example:

« If different users from the same account make requests, they are sharing a throttle bucket.

o If multiple requests are sent from different instances from the same account, they are also
sharing a throttle bucket.

When you use the Amazon Connect Outbound Campaigns Service API, the number of requests per
second is limited to the following:

« The following APIs have a RateLimit of 1 requests per second, and a BurstLimit of 2 requests per
second:

CreateCampaign

DeleteCampaign

PauseCampaign

ResumeCampaign

StartCampaign

StopCampaign

UpdateCampaignDialerConfig

UpdateCampaignName

API throttling quotas
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» UpdateCampaignOutboundCallConfig

ListTagsForResource

TagResource

UntagResource

» The following APIs have a RateLimit of 5 requests per second, and a BurstLimit of 10 requests
per second:

« GetCampaignState

» GetCampaignStateBatch

« ListCampaigns

« For PutDialRequestBatch API, the throttling quota is 10 request per second.

» For DescribeCampaign API, a RateLimit of 25 requests per second, and a BurstLimit of 35
requests per second.

« For all other operations, a RateLimit of 2 requests per second, and a BurstLimit of 5 requests per
second.

Amazon Connect Participant Service API throttling quotas
For the Amazon Connect Participant Service, the quotas are by instance.

When you use the Amazon Connect Participant Service API, the number of requests per second is
limited to the following:

o CompleteAttachmentUpload: a RateLimit of 2 requests per second, and a BurstLimit of 5
requests per second.

» CreateParticipantConnection: a RateLimit of 6 requests per second, and a BurstLimit of 9
requests per second.

« DisconnectParticipant: a RateLimit of 3 requests per second, and a BurstLimit of 5 requests per
second.

» GetAttachment: a RateLimit of 8 requests per second, and a BurstLimit of 12 requests per
second.

» GetTranscript: a RateLimit of 8 requests per second, and a BurstLimit of 12 requests per second.

« SendEvent and SendMessage: a RateLimit of 10 requests per second, and a BurstLimit of 15

requests per second.
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« StartAttachmentUpload: a RateLimit of 2 requests per second, and a BurstLimit of 5 requests per

second.

Amazon Connect Voice ID Service API throttling quotas

API Default TPS throttling limits
EvaluateSession 60

Domain APIs: CreateDomain, DescribeDomain, 2
UpdateDomain, DeleteDomain, ListDomains

Batch APIs: StartSpeakerEnrollmentJob,
DescribeSpeakerEnrollmentJob, ListSpeak
erEnrollmentJobs, StartFraudsterRegistration)
ob, DescribeFraudsterRegistrationJob,
ListFraudsterRegistrationJobs

ListSpeakers 5

DescribeSpeaker, OptOutSpeaker, DeleteSpe 10
aker, DescribeFraudster, DeleteFraudster

CreatelntegrationAssociation, Deletelnt 2
egrationAssociation, ListintegrationAss

ociation

TagResource, UnTagResource, ListTagsF 2
orResource

API throttling quotas
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Get started with Amazon Connect

Use these steps to set up your contact center.

1.

Create an Amazon Connect instance. Use an instance to contain all the resources and settings
related to your contact center. You specify how you plan to manage user accounts, whether
your contact center will accept incoming calls and make outbound calls, and review the location
where data will be stored in your Amazon S3 bucket.

. Set up phone numbers to use the Amazon Connect service. If you're using voice, either claim

a phone number that AWS provides, or port your current phone number to Amazon Connect.
If you choose to port your numbers, we suggest claiming a number so you can test Amazon
Connect and build your contact center while waiting for your numbers to be ported over.

. Set up routing. Create your queues and routing profiles, and set your hours of operation. In your

routing profiles, specify the channels that agents should use: voice, chat, tasks, or all three. You
also specify how many chats and tasks an agent can manage at the same time.

. Create Amazon Connect Flows. Establish a flow to define the customer experience with your

contact center from start to finish. A single flow works for voice, chat, and tasks, which makes
your design more efficient. When you build flows and configure the blocks, indicate how the
flow should work for voice, chat, and tasks.

. Add users, which are your managers and agents, and configure their settings. Assign a routing

profile to each agent, specify whether they are using a softphone or desk phone, and set how
long they have for After contact work. For instructions, see Add users to Amazon Connect and

Set up agents.

. If you're using chat, we provide several tools to help you enable your customer-facing app to

engage with Amazon Connect chat. For more information, see Set up your customer's chat
experience.

Next steps

There's a lot you can do to optimize your contact center. Here are a couple of additional steps that

you may find useful:

1. Set up recording behavior. Monitor live conversations and review past conversations. This is a

way that managers can coach agents and help them improve. For voice conversations, set up
recording in your flows. For chat conversations, set up recording at the instance level.
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To learn how to monitor conversations, see Set up live monitoring for voice and/or chat.

2. Add an Amazon Lex bot to Amazon Connect. Use Amazon Lex in your contact center to reduce

the load on your agents. For example, a bot can handle the initial interaction before the chat is
routed to an agent, and also answer common questions for the customer.

Take a free online class

Check out the following free online classes:

« Introduction to Amazon Connect and the Contact Control Panel (CCP)

Amazon Connect: Introduction to the Administrative Interface

Amazon Connect: Creating and Managing Amazon Connect Instances

Amazon Connect: Implementing Chat in Amazon Connect

Amazon Connect: Implementing Tasks in Amazon Connect

Amazon Connect concepts

Amazon Connect enables you to create an omnichannel contact center: a contact center that
provides a unified experience across multiple channels, such as voice, chat and SMS messaging, and
tasks.

» You use the same routing profiles, queues, flows, metrics, and reports for all channels.
« Managers monitor all channels from one dashboard.

« Agents handle all customers from just one interface. If a customer interaction starts with chat
and moves to voice, the agent handling the voice call has the complete chat transcript so context
is preserved.

You can create highly personalized experiences for your customers using omnichannel
communications, and separate the channels where needed. For example, you can dynamically offer
chat and/or voice contact based on such factors as customer preference, estimated wait times, and
agent skill.

This section explains concepts that will help you set up your Amazon Connect contact center,
whether you use one channel or more.
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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
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