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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?
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Program timeline

20222020

April: Bank Innovation 
Lab

2019 2021

May: Amazon 
Connect selected 
as enterprise 
omni-channel 
solution. March: Expanded ACN 

team
March: Rapid Mortgage Call 
Center Deployment.

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

V
o

ic
e

Dated CX and legacy architecture

December: Day 1 of Bank 
Merger

March 2020-December 2021: Migration of an additional 19 lines 
of business and 1200 teammates.

September: 
Rollout of 
assistant to 
6M clients

August: Virtual 
assistant 
development begins 
using AWS Lex

M
e

ss
ag

in
g

March: MVP 
and rollout of 
assistant

October: ACN 
selected as 
Enterprise 
implementation 
partner + 
project kicked 
off

2023

March: Rollout of 
Amazon Connect 
chat to 200 
agents.

2022:  Migration of an additional 23 
lines of business and 1400 
teammates. 

The bank receives ~8-9M 
calls/month with a 75% 
containment rate across their 
7900+ agents on Connect 
(growing to 10,000).

Their virtual agent handles 
5,000+ interactions per day, 
with a 70% containment rate 
across 200+ agents.

The bank can build on the 
foundation of the contact 
center modernization 
program to quickly enable 
cutting edge capabilities.

July 2023 →

2023: Migration of 
of 12 additional 
LOBs and 900 
agents 
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High-level architecture

• Uses Amazon Connect UI 

to listen to call 

recordings, view metrics, 

manage users, etc.

• Uses Amazon 

Connect SoftPhone 

to receive inbound, 

make outbound, and 

transfer calls

• Uses Amazon Connect 

chat interface to 

communicate with 

Amazon Connect 

agents

• Client Authentication

• Self Service Functions – 

Balance Inquiry, etc.

• Call Routing

Legacy IVR systems
1

• SAML federated login for teammates

• Call flows route to agents

• Provides callback option to callers

• Application configuration info is stored in 

DDB

Omni-channel platform

powered by AWS

2 Contact Center

agents

3 Contact Center

managers
Teammates

4 5

Carrier/PSTN

Carrier/PSTN

Caller

On-premise

Legacy IVR systems

Amazon Connect account 

(US-east-1)

Corp. network Identity 

provider

Idaptive 

& ADFS

Active 

Directory

Client 

Employees

Agents

Call Center QA & 

managers

1 5

3

4

API gateway

Website 

user

Mobile 

user

CRM* 
(Salesforce 

+ legacy)

AWS 

Lambda

Amazon 

Connect

Amazon 

Kinesis

Amazon 

EC2

Amazon 

CloudWatch
Amazon 

DynamoDB

AWS KMS Amazon 

Comprehend
Amazon Lex AWS 

CloudFormation

Amazon 

QuickSight
Amazon 

Athena

Verint 

(WFM)

Acqueon 

(Dialer)

Amazon VPC

2

* CRM does not physically sit withing the Corporate Network
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Delivering at scale:
• Consistent voice experience across 60 distinct 

lines of business

• 25+ voice self-service journeys

• A single virtual assistant for consumer 
customers

• Containment parity at go-Live

• No productivity impacts at go-Live

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

As of late 2023: 
• 8M calls per month at a 79% containment

• Rapid implementation of Amazon Connect Contact Lens 
for sentiment analysis for new experience insight

• 150+ chat intents and 1,000+ trained utterances

• Virtual assistant available to 6M customers on mobile 
platforms and web

• Virtual assistant supporting 250K+ interactions a month 
and increasing
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How Accenture helped

Deployment strategy and governance

Experience-led design and requirements

Platform development, integration, and testing

Go-Live support and BAU transition

Solution architecture and infrastructure support
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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

04. Change 

Management

01. Planning

03. Technology 

and Accelerators
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CCaaS implementation best practices 

• 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

• 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

Optimize Transform

• Enable proactive messaging

o Contact Prevention

• Digitize personal experiences

o Channel choice

o Chat, SMS, Email channels

• Empower human interactions

o AI Powered Agent assistant

Enhance

• Out of the box immediate callback 

functionality

• Condensed, streamlined routing where 

appropriate

• Out of the box real-time and historical metrics

• Text to Speech functionality prompt updating

• Moving from DTMF to NLP

• Custom backend data dips for self-service

• Voice biometrics

• Upgraded reporting

• Unified agent portal

• Agent assist

Amazon Connect 

Playbook

• Improve 

• Customer lifetime value

• Revenue

• Customer satisfaction

• Decrease OPEX

Benefits

Unified 

Agent Portal 

(UAP)

Amazon 

Lex Bot 

Builder

Intent 

Libraries

Accelerators

Cyara

Tool
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Thank you!
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Please complete the session 
survey in the mobile appThank you!
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Please complete the session 
survey in the mobile app

Brett Stahura

brett.m.stahura@accenture.com

Chris Wegmann Andrew Sytsma

chris.c.wegmann@accenture.com andrew.sytsma@accenture.com

Thank you
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