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The challenge

A large US bank engaged in a
merger and had to address
merging contact centers in
the voice channel, as well as
reconcile the chat channel
and experience
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Identifying the solution

The four questions we had to
answer before we started:

1. Will we build a platform?
2. What technology will we use?

3. How do we get comfortable
with that technology?

4. How do we iterate on the
platform and get buy-in as we
roll-out the solution?

aws © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
S




Program timeline

2019 2020

March: Rapid Mortgage Call
Center Deployment.

April: Bank Innovation
Lab
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. March 2020-December 2021: Migration of an additional 19 lines

2021
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May: Amazon

Connect selected Enterprise

as enterprise
omni-channel
solution.

@)

of business and 1200 teammates.

December: Day 1 of Bank
Merger

Dated CX and legacy architecture
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Messaging

2022 2023

February: Largest
client Contact Center
with 4,000+ voice
agents and 15 self-
service journeys live

October: ACN
selected as

implementation

partner +
project kicked March: Expanded ACN
off team
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2022: Migration of an additional 23 2023: Migration of
lines of business and 1400 of 12 additional
teammates. LOBs and 900
agents
August: Virtual
assistant March: MVP September: March: Rollout of
development begins and rollout of Rollout of Amazon Connect
using AWS Lex assistant assistant to chat to 200
6M clients agents.



High-level architecture

Client Authentication

e Self Service Functions -
Balance Inquiry, etc.

+  Call Routing

DDB

Uses Amazon

¢ Uses Amazon Connect Ul

Connect SoftPhone to listen to call

to receive inbound,

recordings, view metrics,

make outbound, and manage users, etc.

transfer calls

SAML federated login for teammates

Call flows route to agents

Provides callback option to callers
Application configuration info is stored in

Uses Amazon Connect
chat interface to
communicate with
Amazon Connect
agents
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Delivering at scale: As of late 2023:

-« Consistent voice experience across 60 distinct | + 8M calls per month at a 79% containment

lines of business « Rapid implementation of Amazon Connect Contact Lens
« 25+ voice self-service journeys for sentiment analysis for new experience insight

. A single virtual assistant for consumer « 150+ chat intents and 1,000+ trained utterances

customers e Virtual assistant available to 6M customers on mobile

i i c latf d web

L . « Virtual assistant supporting 250K+ interactions a month
» No productivity impacts at go-Live and increasing

We are now positioned to continue adding
intents and to do some deep analytics and
insights on customer behaviors
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How Accenture helped

Deployment strategy and governance
Solution architecture and infrastructure support
Experience-led design and requirements

Platform development, integration, and testing
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Go-Live support and BAU transition
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Program success learnings

Over the course of delivery, we identified several opportunities to
improve both velocity and experience across clients and agents

02. Dedicated
Resources
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03. Technology
and Accelerators
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CCaaS implementation best practices

o\
@@éﬁ Optimize

e Avoid a lift and shift from the current call
center platform

* Start with optimized lift and shift of current
capabilities

* Think of this as building a customer
engagement platform

Benefits

Accelerators

Amazon Connect

@ Transform

* Full redesign and implementation of the
contact center operating model

* New, patterns, capabilities, and features
designed from the ground up

* Longer implementation timeline, but more
value for business and technology

Unified O a Amazon
Agent Portal @ Lex Bot

(UAP) Builder

@ Enhance

* Enable proactive messaging

o Contact Prevention

 Digitize personal experiences

o Channel choice
o Chat, SMS, Email channels

* Empower human interactions

o Al Powered Agent assistant

Intent
Libraries




I ha n k ou ' [wreen] Please complete the s
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