Service Name

Amazon Lex

Service Overview

Amazon Lex is a fully managed artificial intelligence service that enables developers to
build, design, test, and deploy voice and text conversational interfaces in applications.
Powered by the same technology as Amazon Alexa, it provides high-quality speech
recognition and natural language understanding capabilities. The service utilizes
Generative Al and Large Language Models (LLMs) to enhance conversational experiences
by providing automated responses to frequently asked questions, analyzing customer
sentiment and intents, generating summaries, and generating email or chat responses.
Amazon Lex requires no deep learning expertise and offers a scalable, secure, end-to-end
solution for building sophisticated chatbots for mobile devices, web applications, chat
platforms, and loT devices.

Key Use Cases
e Customer support: Build call center bots and automated customer support agents
for handling inquiries and providing assistance

e E-commerce and retail: Create transactional bots for order processing, product
recommendations, and inventory management

e Appointment booking: Develop scheduling bots for healthcare, services, and
business appointments

e T helpdesk: Build automated helpdesk agents for technical support and
troubleshooting

e Financial services: Create bots for account inquiries, transaction processing, and
financial assistance

¢ HR and employee services: Develop internal bots for employee queries, benefits
information, and organizational support

¢ |VR migration: Convert traditional interactive voice response systems to
conversational Al experiences

Features
¢ High-Quality Speech Recognition and Natural Language Understanding:
Advanced ASR and NLU capabilities powered by the same technology as Alexa

e Generative Al Integration: Utilizes Large Language Models for enhanced
conversational experiences, automated FAQ responses, and content generation

e Multi-turn Dialog and Context Management: Maintains conversation context
across multiple interactions and manages complex dialog flows



o Assisted Natural Language Understanding: Improved intent classification and
slot resolution using LLMs while staying within configured intents

e Custom Vocabulary Support: Supports custom vocabularies in 17 languages to
improve speech recognition accuracy for specific domains

e Visual Conversation Builder: Drag-and-drop interface to design and visualize
conversation paths and flows

e Automated Chatbot Designer: Design chatbots from conversation transcripts
using Al-powered analysis

e Multi-language and Multi-region Support: Supports multiple languages in a single
bot and global resiliency with bot replication across regions

e 8 kHz Telephony Audio Support: Optimized for contact center and telephony
integrations with high-quality audio processing

e Network of Bots: Combine multiple bots into a single network and route requests
based on user input

Value Proposition

Amazon Lex provides a compelling value proposition through its integration of advanced Al
technologies with enterprise-grade reliability. As the only conversational Al service
powered by the same technology as Alexa, it offers proven speech recognition and natural
language understanding capabilities:

e The service democratizes Al development by eliminating the need for deep learning
expertise while providing access to cutting-edge features like Generative Al and
Large Language Models

o Key differentiators include seamless AWS ecosystem integration, comprehensive
multi-channel deployment options, built-in security and compliance features, and
cost-effective pay-as-you-go pricing

e The platform’s visual conversation builder, automated chatbot designer, and pre-
built industry templates significantly reduce development time and complexity
compared to building conversational interfaces from scratch

Service Integration

Amazon Lex integrates extensively with core AWS services to provide comprehensive
conversational Al solutions. Primary integrations include AWS Lambda for backend
business logic execution and intent fulfillment, Amazon Polly for neural text-to-speech
capabilities, and Amazon Bedrock for advanced generative Al features through foundation
models and knowledge bases:

e Contact center integrations encompass Amazon Connect, Genesys Cloud CX,
Amazon Chime SDK, and AWS Contact Center Intelligence

e Additional key integrations include Amazon Kendra for intelligent search and
knowledge retrieval, Amazon Comprehend for sentiment analysis, Amazon Cognito



for user authentication, Amazon DynamoDB for session management and data
storage, Amazon CloudWatch for monitoring and analytics, and Amazon S3 for data
storage

e These native integrations enable developers to build sophisticated, enterprise-
ready conversational applications with minimal custom integration work

Onboarding and Offboarding

Getting started with Amazon Lex is straightforward through multiple pathways designed for
different user types. Business users can begin with the No-Code Path using pre-built
templates and the 5-minute quick start guide:

e Developers can follow the Developer Path involving template customization,
Lambda integration, and APl usage

e Enterprise users can pursue the Enterprise Path covering advanced features,
security best practices, and global resiliency

e The process begins by signing into the AWS Management Console, navigating to
Amazon Lex under Artificial Intelligence, and selecting from available bot templates
or creating custom bots

e Thevisual conversation builder and automated chatbot designer facilitate rapid
prototyping

e Prerequisites include an active AWS account, modern web browser, and
appropriate IAM permissions

e Exercises typically take 30-60 minutes and cost under $1 within free tier limits

Getting Started Guide: https://docs.aws.amazon.com/lexv2/latest/dg/getting-started.html
Data Removal

Amazon Lex provides controlled data removal options for offboarding. Voice and text
inputs processed by Amazon Lex are stored temporarily and can be deleted by customers
through AWS console or APl operations. The service architecture does not require long-
term storage of end user data, and comprehensive versioning capabilities enable easy
rollback. Customers retain full ownership and control over their content, with the ability to
delete conversation logs, bot configurations, and associated data. The managed service
architecture automatically handles resource cleanup, though customers should review
and remove any integrated Lambda functions, DynamoDB tables, or other connected AWS
resources as needed.

Backup/Restore and Disaster Recovery

Amazon Lex provides comprehensive backup and disaster recovery capabilities through its
managed service architecture and Global Resiliency features. Bot configurations, intents,
slots, and dialog flows are automatically backed up with comprehensive versioning for
easy rollback. The Global Resiliency feature enables automatic bot replication, version



synchronization, and alias preservation across AWS regions in near real-time. This
includes CloudFormation support for infrastructure as code and existing alias replication
to maintain regional configurations. The service supports disaster recovery through multi-
region deployment patterns and integrates with AWS Application Recovery Controller for
automated failover management.

Backup Capabilities

Amazon Lex has built-in backup capabilities through its managed service architecture. Bot
definitions, intents, slots, and conversation flows are automatically backed up with
comprehensive versioning support allowing up to 100 versions per resource type:

e The service provides automated backup of bot configurations and training data
without requiring customer intervention

e While Amazon Lex does not directly integrate with AWS Backup service, its
managed nature ensures data protection through automated infrastructure
management and version control systems that maintain historical configurations
and enable rollback capabilities

Disaster Recovery

Amazon Lex supports disaster recovery through Global Resiliency features and multi-
region deployment capabilities. The service does not directly integrate with AWS Elastic
Disaster Recovery, but provides native disaster recovery through automatic bot replication
across AWS regions, version synchronization, and alias preservation:

e Global Resiliency maintains regional configurations in sync and supports
CloudFormation for infrastructure consistency

e Customers canimplement disaster recovery strategies by deploying bots across
multiple regions and using AWS Application Recovery Controller for failover
management

Recovery Objectives

Amazon Lex helps customers meet RPO and RTO objectives through Global Resiliency
features that provide near real-time bot replication and synchronization across regions.
The managed service architecture minimizes data loss risk with automatic backups and
versioning. For contact center applications, the service maintains regional configurations
in sync, enabling rapid failover scenarios. Recovery objectives are supported through
multi-region deployment patterns, automated failover capabilities with AWS Application
Recovery Controller, and the ability to quickly redeploy bot configurations using
CloudFormation templates.

Service Constraints

Service Quotas: https://docs.aws.amazon.com/lexv2/latest/dg/quotas.html



FAQ: https://aws.amazon.com/lex/faqgs/

Technical Requirements
Service Documentation: https://docs.aws.amazon.com/lexv2/latest/dg/what-is.html
User Guide: https://docs.aws.amazon.com/lexv2/latest/dg/getting-started.html

API Reference: https://docs.aws.amazon.com/lexv2/latest/APIReference/welcome.html
Pricing Overview

Please see the AWS UK G Cloud 15 Pricing Document accompanying this service in the
Digital Marketplace.

Public Pricing: https://aws.amazon.com/lex/pricing/
Cost Optimization

Amazon Lex offers several unique cost optimization opportunities through its flexible
pricing model and efficient resource utilization. The pay-as-you-go model charges only for
actual speech ($0.004 per request) and text ($0.00075 per request) interactions,
eliminating infrastructure costs:

e Streaming conversation pricing provides cost efficiency for multi-turn dialogs by
processing multiple interactions in a single API call

e The automated chatbot designer charges per minute of transcript analysis
($0.50/minute), enabling cost-effective bot development from existing conversation
data

e Free tier credits up to $200 for new AWS customers provide substantial cost savings
during development and testing phases

e Cost optimization strategies include using text interactions where possible,
implementing efficient conversation flows to minimize turn count, and leveraging
pre-built templates to reduce development time and costs

Savings Considerations

Primary cost savings considerations include choosing optimal interaction models based
on use case requirements, with streaming conversations offering better value for complex
multi-turn dialogs compared to individual request-response patterns. Text-based
interactions cost significantly less than speech processing, making hybrid approaches
cost-effective:

e The managed service architecture eliminates infrastructure, maintenance, and
scaling costs associated with self-hosted solutions



Development cost savings come from pre-built industry templates, automated
chatbot designer for rapid prototyping, and visual conversation builder reducing
development time

Operational savings result from automatic scaling, built-in monitoring, and
comprehensive versioning eliminating custom infrastructure management
Integration with other AWS services through native connectors reduces custom
development costs, while the Global Resiliency feature provides disaster recovery
without additional infrastructure investment
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