
Your customers are reaching out to you, but are they getting a hold of you the way they’d prefer? As messaging platforms become 
more heavily used over voice-to-voice in everyday life, customers are looking at organizations to similarly adapt. Voice-to-voice 
communication between customers and your agents can be inefficient and lead to longer wait times, weakening customer service 
initiatives. On the other hand, most organizations haven’t yet been able to equip themselves with practical messaging capabilities that 
work together with their existing voice-based contact center systems.

AWS has worked with WEBTEXT to provide you with a solution that couples flexible messaging capabilities with Amazon Connect self-
service contact center technology.

Challenges

Solution Overview

Amazon Connect is a flexible, cloud-based contact center service on AWS that enables organizations to provide optimal 
customer service at a lower cost. There is no physical infrastructure to deploy and manage, so you can scale your contact center 
up or down as needed. This is an open platform, meaning it is easy to integrate with other systems, such as WEBTEXT.

Amazon Connect

WEBTEXT is a turn-key software-as-a-service (SaaS) messaging solution that is integrated with Amazon Connect. With WEBTEXT, 
you can reach your customers through SMS, MMS, and Facebook Messenger and transform their experiences. Although customers 
increasingly prefer messaging, customer service via voice-to-voice is never fully going away. That’s why WEBTEXT doesn’t replace 
voice communication; it seamlessly integrates with and supports it. This easy-to-deploy solution enables you to leverage both voice 
and messaging to reach your customers quickly on the platform of their choice. You can even combine voice and messaging in the 
same customer interaction. If a customer is put on hold waiting for an agent to become available, they have the option of switching to 
messaging to begin speaking with an agent immediately. 

WEBTEXT

Contact Center Support on AWS with WEBTEXT
Incorporate versatile messaging capabilities with cloud-based 
contact centers

Get started

WEBTEXT is an Amazon Partner Network (APN) Standard Partner.

Figure 1:  WEBTEXT - AWS Integration
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https://aws.amazon.com/solutionspace/contact-center/amazon-connect-webtext/get-started


 
  
 
 

Customer Ready Solutions
Discover scalable solutions that help you achieve your business needs through a combination of AWS services and APN Partners that 
have attained AWS Competency designations.  Based on architectures validated by AWS to accelerate your cloud transformation, 
you can deploy solutions quickly with AWS Quick Starts and optional Jumpstart consulting offers provided by APN Partners.  
Visit here for more information.

Flexible

Communicate with customers through 
SMS, MMS, or Facebook Messenger

Always On

Make customer service available 
instantly 24/7

Turn-key

Quickly begin messaging customers 
with a light weight deployment

Higher Customer Satisfaction

Talk to customers on their preferred 
channels with their preferred devices

Benefits

About AWS: For 10 years, Amazon Web Services has been the world’s most comprehensive and broadly 
adopted cloud platform. AWS offers over 100 services for compute, storage, databases, analytics, mobile, 
Internet of Things (IoT) and enterprise applications from 49 Availability Zones (AZs) across 18 geographic 
regions in the United States, Canada, Europe, Asia, Australia and South America. AWS services are trusted 
by more than a million active customers around the world – including the fastest growing startups, largest 
enterprises, and leading government agencies – to power their infrastructure, make them more agile,  
and lower costs. To learn more about AWS, visit http://aws.amazon.com.
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 To deploy a customized WEBTEXT and Amazon Connect implementation, view the AWS Marketplace listing or see the 

available AWS Quick Start guide. This Quick Start will enable you to set up an Amazon Connect contact center and 
customize your WEBTEXT messaging integration for an all-encompassing, cloud-based contact center solution.
Discover value from this solution by gaining access to AWS credits to support a Proof-of-Concept (POC) and consulting 
offers from AWS Competency Partners that include AWS co-investments. Click below for more information.

Getting Started

WEBTEXT helps you reach your customers the way they want to be reached.

Popular Use Cases

Travel

Agents can text customers with a link 
to a map showing where their hotel 

is while they’re talking

Banking

Agents can help prevent fraud 
by texting a customer a security 

question while speaking with them 
to verify identity.

Insurance

Customers can send MMS pictures of 
property damage to their adjuster as 

part of an insurance claim

https://aws.amazon.com/solutionspace/contact-center/amazon-connect-webtext/
https://aws.amazon.com/marketplace/pp/B075LYZ6CP?qid=1513095465577&sr=0-1&ref_=srh_res_product_title
https://aws.amazon.com/quickstart/connect/webtext/

