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20+ years at Amazon

For the last 11+ years...

Lead Product, Engineering,
and Operations for AWS

, Inc. or its Affiliates. All rights reserved.
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Ownership Model—2 Pizza Teams

|
Single team owns a service end-to-end
(they are the provider) '
( Able to feed the team with 2 pizzas
|
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Ownership Drives Customer Focus
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AWS Pace of Innovation
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* As of 1 January 2018
mazon Web Services, Inc. or its Affiliates. All rights reserved

2014

2016

2017

dWs



Fraud Prevention

'[ By l Keep customers safe and keep
| their costs under control

1. Real-time intelligence on the risk of an account

2. Mechanism to make this intelligence available

to all services
ﬁ#\ ] 3. Interpretability for the user
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Fraud Containment Scores
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Supply Chain Forecasting
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Admission Control

@ Region & Number of
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@® New Region
(coming soon)
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Admission Control

New Customer

@ Region & Number of
Availability Zones

@® New Region

(coming soon) Fraud Containment Score
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Amazon Connect
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Press Release

SEATTLE—March 28, 2017 -Amazon Web Services, Inc. (AWS), an Amazon.com
company (NASDAQ: AMZN), today announced Amazon Connect, a self-service,
cloud-based contact center service that makes it easy for any business to deliver
better customer service at lower cost. Amazon Connect is based on the same
contact center technology used by Amazon customer service associates around the
world to power millions of customer conversations. Setting up a cloud-based
contact center with Amazon Connect is as easy as a few clicks in the AWS
Management Console, and agents can begin taking calls within minutes. There are
no up-front payments or long-term commitments and no infrastructure to
manage with Amazon Connect; customers pay by the minute for Amazon Connect
usage plus any associated telephony services. To get started with Amazon
Connect, visit
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What's being announced?

Who are the intended
Customers?

What is the job to be done,
and how does thjs solve?

Why is this Service
remarkable or unique?

Simple, clinical;
avoids hyperbole




FAQ

? What is

e | Amazon Connect?

Amazon Connect is a self-
service, cloud-based contact
center service that makes it
easy for any business to
deliver better customer
service at lower cost
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| ey secoe WO s Amazon

® | - = o e | Connectscalable?
Yes. We encourage you to go Yes, the technology that

to the Amazon Connect powers Amazon Connect has
console and set up an been proven to scale with the
Amazon Connect Virtual needs of Amazon’s award
Contact Center now winning customer service. It's

In use by teams ranging from
ten to tens of thousands of
agents

dWs


https://console.aws.amazon.com/connect/home

FAQ

Adds detail to Provides specifics Explains the Proposes a
what’s introduced about the customer relationship with pricing structure
in the PR experience—API, other services

desktop, web, mobile
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Questions We Often Ask Iin the FAQ

What will customers most like In this service?

What will customers be most disappointed with at launch?

What relevant use cases would not be addressed by your service?

Are we making decisions that take us through “one-way doors™?

What do you want someone sitting across the table at lunch
saying about your product?

© 2018, Amazon Web Services, Inc. or its Affiliates. All rights reserved.
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Inspection: WBR

Metrics Deck

Week 15

04/08/2018 - 04/14/2018

o Submission Report Card 1) The meeting provi regular and frequent insight into the busine:

N . 2) The meeting is an overvi of the AWS bt Serv nfrastructus
o Critical Customer Issues conducted to monitor and control at a more de
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o EC2 Ice Report 5) Docume

o AWS Goals of common interest for di
Goal Status S BR is a mechanism to ensure leaders are on top of their inputs/diving deep (it is not a pop-quiz)
oa St Summary performance and trends, a teaching opportunity and reinforc
2018 STeam Goals

o Marketing Calendar
o AR Report Tracker
Service AVaI|abI|Ity hy REgIDI’I n, vs. Current Estimate and vs. Prior Year
AWS Metrics 1 The | h root causes known
Si | tal Metri - I sh a follow up er and timeline for answering
Uppiemental helrics A secondary purpose is to help the management team align on the same “mental model” of how the business should be run including
o Presentation Schedule priorities and pr

> Busi 0 N 7) We should not be spending sigi i meeting. A monthly business review or separate
o Business Overviews meeting is a better forum for detailed
53

CMH-Region zon Web Services Metric

Kinesis i 3 y > i Based on your role and function at the Compan
C E ith, or forward this data to, any other person. If
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*TOC continued on next page

Amazon.com Confidential
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nspection: The Wheel
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Inspection: Service Dashboard

Total APl Requests (WoW) Standard Messag ‘queued { FIFO Requests per API
Messages Enqueued (WoW)

400,0

Availability ) Latency (p50) Latency (p99)

SSE:Total Encrypt/Decrypt Time Encrypt/Decrypt error rate
p50/p99 0.0100
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What Makes it Work?

One ‘fhin_q I love about Customers is that they are dm‘n@@ discontertt.

Their €xpectations ére never
Static — they go up

T#'s human Nature. We didn + 8scend from ouc hunter- gatherer days
by being Satisfied. L1 Jou Cannet rest cn your leurels in +his world,

Customers won? have .
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High Standards

‘ I g

They are They are You must Must explicitly
teachable domain specific recognize them coach realistic scope

“And finally, high standards are fun! Once you've tasted
high standards, there’s no going back.”
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Scope
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THANK YOU!

Q&A
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