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Smart Knowledge Assist
AI-Powered Knowledge Recommendations

The Right Answer, Right in the Agent Workspace
Smart Knowledge Assist is an intelligent knowledge management and agent assistance solution that improves support 
efficiency by delivering contextual knowledge recommendations directly within the agent workflow. It analyzes customer 
issues, conversation context, and agent search behavior to recommend the most relevant knowledge articles in real time, 
right inside the Amazon Connect Agent workspace. By combining AI-driven recommendations with governed knowledge 
management, it improves service quality, reduces resolution times, and enhances support team productivity.

Why Move to Smart Knowledge Assist?

ELIMINATE
• Fragmented knowledge repositories & manual search
• Inconsistent troubleshooting guidance
• Low first-contact resolution rates

BOOST
• Real-time, contextual knowledge recommendations
• AI-driven search & relevance ranking
• Governed, analytics-backed knowledge management

Move Fast with a Guided Rollout Next Steps? — Join Our Pilot Program

Assessment: current callback process & queue handling

Cost-Benefit Analysis: manual vs. AI-driven ROI

Pilot: integrate Smart Knowledge Assist into key teams

Phased Rollout

Testing & Validation

Ongoing Support & Optimization

•  ITSM Tool integration and deliver a working demo within weeks

•  Run pilot across core support teams within weeks

•  Review pilot results and finalize rollout roadmap within weeks

AI-Powered Migration Program

Pricing Available on Request

40%

Improvement in First-
Contact Resolution

50%

Reduction in Search 
Time

30%

Increase in Agent 
Productivity

To kick-start your app-based calling journey, please contact your Hexaware representative.
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