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Learning objectives

• Introduction, migration drivers & sample use case 

• Contact Center migration best practices

• Working session 1 – Evaluating migration readiness

• Build a technical foundation

• Working session 2 – Contact center transformation (working backwards)

• Working session  3 - Define roles & responsibilities

• Working session  4 - Planning for launch

• Optimization & innovation ‒ fueling the flywheel

• How we can help!
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• Access the following link to download Excel and Word files

https://bit.ly/3nBcHU9

• From your downloads, unzip reInventBIZ302workshop.zip

• Open folder reInventBIZ302workshop

• Access 4 files, 1 per exercise

Workshop materials

https://bit.ly/3nBcHU9
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Common contact center challenges

Expensive legacy solutions with 

complex pricing & large upfront 

costs

Painful, frequent outages 
(causing lapses in service, lost revenue, 

wasted agent labor, and excess 

troubleshooting)

Challenging vendor relationships 
(lack of trust, misleading fees, slow 

development cycles, etc)

Unable to access powerful AI 

technologies 
(expensive, bolt-on integrations)

Inability/difficulty to 

scale up or down easily

Complex and expensive to 

integrate to systems of record (or 

not possible at all)

The Total Economic Impact™ of Amazon Connect – Forrester Research, June 2020

$
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Over 70,000 Customer Service Associates 

Millions

of customers

Dozens

of languages

32

countries

Amazon.com Customer Service supports…

We built scalable cloud technology to improve our 
contact center experience
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Pay only for what you use

Scale from 

tens to tens of 

thousands of 

agents
Built in real-time & 

historical analytics with 

secure, hassle-free access 

to your data

Dynamic, personal, and natural

automated experiences

One application for workflows, agent 

management, routing, and 

experiences across all channels

Great customer and agent 

outcomes with AI & ML at the 

heart of every interaction

Self-service configuration 

enables instant innovation  

Amazon Connect
E A S Y - T O - U S E  O M N I C H A N N E L  C L O U D  C O N T A C T  C E N T E R
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Acquisition/divestiture

Difficult integrations

Improve customer 

and agent experience

Contact center migration: drivers and outcomes

Aged infrastructure

Digital transformation 

(e.g., omnichannel)

Changing markets/

customer expectations

Enable and accelerate 

innovation

Reduce costs

Streamline operations

Increase agility

Migration drivers Priority outcomes
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Common questions

How will the 
skills of my 

resources change?

How do I get 
started with 
migrating?

How do I improve
the customer & 

agent experience?

How does migration 
help modernize my 

contact center?

What methodology 
do I follow? 

What are my 
anticipated 

cost savings?

How can I use 
my data to route 
customers to the 

right agents 
first time?

How can I 
increase self-

service capabilities 
to my customers?

How do I build 
an omni-channel 

strategy?

What are my 
migration 

incentives? 
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Use case –
AnyCompany Insurance
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AnyCompany  Insurance

Stats:

Servicing property and casualty insurance customers

Customers in US and Canada

5,000 Agents, 50% WFH

Migration drivers:

Pay for Usage vs. Capacity – cost savings

Speed up time to value through experiments

Better insights into conversational analytics

S A M P L E  U S E - C A S E
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Migration best practices
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Migration assessment phase

Current contact 
center baseline via CCMRA*

Discover and 
Organize Data

Migration 
plan

Migration plan based 

on both business and 

technical capabilities

Contact volume and agent resources 

(Inbound/Outbound)

Total self-service/IVR containment

Contact center architectures

Telephony (TFN, DID)

Current platforms/technologies 

(e.g., IVR, ACD, Call recording, WFM, etc.)

Reporting and performance metrics

Call flows and configuration

CTI/data integration points 

(e.g., SFDC, ServiceNow, etc.)
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Business
Value realization

People
Roles and readiness

Governance
Prioritization and control 
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Applications and infrastructure 

Security
Risk and compliance

Operations
Hybrid and dynamic

*Contact Center Migration Readiness Assessment - Based on AWS Cloud Adoption Framework (CAF) https://aws.amazon.com/professional-services/CAF/

https://aws.amazon.com/professional-services/CAF/
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Think BIG, start small

Align on the strategy; 

disrupt; think big

See the art of the possible

Explore CX; build a roadmap

Experiment; work backwards 

from the customer

Build the minimum 

loveable product (MLP)

Launch the first line(s) 

of business

Accelerate teams to a 

modern contact center

Scale and optimize your CX 

innovation program

Fuel the flywheel

Our approach – Agile methodology
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Discovery and roadmap
AWS ProServe applies our proven “Working Backwards” and “Voice of the Customer” 

mechanisms to align stakeholders and develop a multi-phase transformation roadmap

As is mapping

—

To-be design, 

gap assessment

—

Gap closure plan

—

Outline Amazon Connect roadmap for 

contact center future state 

build and deployment

Apply learnings from POC

Determine pilot opportunity

Develop ideal experience across all 

contact center groups for associates and 

customers to determine project scope

Capture learnings from POC

Examine systems and capabilities 

Gather data and meet with SMEs to 

understand contact center current state

Conduct or determine proof of concept 

(POC) 
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Technology foundation
I M P L E M E N T  C O R E  C A P A B I L I T I E S  T O  P R O V I D E  A  C O M M O N  B A S E L I N E  A N D  P R E P A R E  T H E  F L Y - W H E E L  
M E C H A N I S M  F O R  A C C E L E R A T I N G  T R A N S F O R M A T I O N

Foundational contact center

Sample capabilities:

Organizational change management

Multiple toll-free numbers

English language ‒ touchtone

Amazon Polly prompts

Hours, holidays, emergency

Skill based routing

Real time, historical connect reports

Call recording

SSO integration

Data collection in Amazon S3

Salesforce integration

Basic screen pop

Operations monitoring and alerting

Deploy Amazon Connect on a secure, high-performing, 

resilient, and efficient AWS infrastructure1

Configure contact flows that define the customer experience 

and establish design conventions for consistent experiences2

Develop the representative experiences 

(e.g., customer identification, look-ups)3

Set up business administrative console4

Integrate critical third-party systems (e.g., Verint, Salesforce) 5

Configure the data model and data pipeline (access 

Amazon Connect data in data lake/data warehouse)6

Foundational customer experiences and an initial playbook based on foundational scope
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Launch phase
A C C E L E R A T E  O N B O A R D I N G  T O  A M A Z O N  C O N N E C T  W I T H  A  R E P E A T A B L E  P L A Y B O O K ,  D E L I V E R I N G  
O P E R A T I O N A L  F U N D A M E N T A L S  W I T H  N E X T - G E N E R A T I O N  C A P A B I L I T I E S  T O  E L E V A T E  C U S T O M E R  E X P E R I E N C E  
A N D  R E D U C E  O P E R A T I O N A L  C O S T S

*LOB—Line of business

Discover

Integrate

Validate

Cutover Design

Build

Use an agile methodology to onboard 

and launch each LOB* with operational 

playbooks to gain velocity and efficiency

—

• Capture additional LOB enhancements 

to augment the common capabilities

• Follow the playbook recipe to set up, 

integrate, test, and launch each LOB

• Provide hands-on, immersive 

training to agents and supervisors

• Enhance the playbooks by adding 

new features or support for new 

types of stakeholders
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Phase 1 Phase 2 Phase 3 Phase 4
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Future State Roadmap Readout

Foundation/Baseline

Baseline Kickoff

Baseline Complete

Wave 1 Kickoff

Training Kickoff

QA Start

Wave 1 Go Live

UAT

Start

Wave 2

Wave 2 Kickoff

Training Kickoff

QA Start

Wave 2 Go Live

UAT Start

Post Migration Support
Post Migration Support

O
p

e
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o

n
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Wave 1

Future Waves

Transformation Workshop

Baseline Long 

Range Planning

Wave 1 Long Range 

Planning (LRP)
Wave 2 LRP

Repeatable Recipe

Example timeline
A L I G N  O N  T H E  N O R T H  S T A R ,  C R E A T E  A  R O A D M A P ,  A N D  B U I L D  A  F O U N D A T I O N  ( B A S E L I N E ) ,  T H E N  
I N C R E M E N T A L L Y  A D D  C A P A B I L I T I E S  T O  D E L I V E R  P R I O R I T Y  O U T C O M E S
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Working session 1 –
Evaluate migration readiness
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Contact Center Migration Readiness Assessment (CCMRA) 

Sample exercise

• 15 sample CCMRA questions

• Questions from each CAF perspective
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Example CCMRA radar chart
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Build a technical 
foundation
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Amazon Connect: Shared responsibility model
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Amazon Connect: Regional telephony design
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Amazon Connect: Network patterns
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Amazon Connect: Custom contact control panel (CCP)
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Working session 2 –
Contact center transformation 
(working backwards)
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What we hear from customers

Demonstrating improvements - “How do we better measure customer experience? 

How do we make CX part of our internal metrics?”

Cultural ‒ “How do we reduce customer and agent effort while empowering agents to 

deliver better experiences ? Are we willing to let our customers talk to machines? How 

do we learn to apply the technology for maximum impact”

Speed-to-market ‒ “How can we make investments in CX faster?”

Customer obsession ‒ “How can we understand our customers better and adapt 

experiences to their unique journey? How might I meet my customers where they are?”

1

2

3

4
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A mechanism is a complete process
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Working backwards 

is a process

Use it to get clarity, not 

to document what you’ve 

already decided to do

Visuals

Press 

Release

Customer

FAQ
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Artifacts from the working backwards process

Press Release

FAQs

Visuals
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Working session 3 –
Roles & responsibilities 
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Contact center RACI template for Amazon Connect

• Align roles

• Add key tasks

• Expand phases

• RACI (Responsible, Accountable, Consulted, and Informed)
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Amazon CloudWatch metrics
Metrics

• 16+ native metrics

• Stored for 14 days

• 1 minute intervals 

Metric dimensions

• Contact flow

• Instance

• Queue

• Secure IVR
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Amazon Connect native metrics 
( E X A M P L E  W I D G E T S  &  T H R E S H O L D S )
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Amazon CloudWatch Application Insights

• Query source

• Fields 

• Filters
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Amazon Lex conversation logs
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Working session 4 –
Plan for launch
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• RACI (Responsible, Accountable, Consulted, and Informed)

Sample launch plan

• Go-live resources

• Go-live checklist

• Launch steps

• Security checklist
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Optimization & innovation



© 2021, Amazon Web Services, Inc. or its affiliates. All rights reserved.

Customer obsession

Operational excellence

Know who I am 

Meet me where I am

Solve my problem in the first contact

Route me to the right person

Don’t make me repeat myself

Faster resolution and quality of service 

Reduce effort, time-to-resolution

Reduce cost per incident

Drive self service

Proactive, predictive

Common contact center goals

Reduce agent and customer effort  

Improve operational efficiency

Increase responsiveness

Mitigate risk of churn

Increase loyalty

Cross-sell, upsell, renewals

Transform to a revenue center

Eliminate the need for support
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Adopt a customer-obsessed and 

experiment-driven approach to 

experience excellence and innovation

Drive business outcomes through CX 

innovation

Transform your products and culture 

Achieve continued success through 

continuous innovation

Growth

More CX options

Adoption

loyalty

Customer

experience

Lower cost  + 

Productivity

Lower price

Users

Start your own CX flywheel

Outcomes
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Clarify the business goals, focus areas and ideate with key 

stakeholders to define and align on a key opportunity for innovation

Define and prioritize key initiatives or an MLP that drives business 

outcomes and/or impact

Think big and brainstorm on the “art of the possible”

Start with the customer and work backwards to understand the 

customers and their journey

1

2

3

4

Build a CX Innovation Plan
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Path to maturity

CONTACT CENTER CX MATURITY

C
U
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T
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EARLY STAGES

ADVANCED STAGES

WORLD CLASS STAGES

BASIC CUSTOMER EXPECTATION

NEW UNMET CUSTOMER DELIGHT

<5% at this level

Omni-channel

Single/Multi-channel

Enable some self-service

Growth of VoC programs 

and feedback loops, can see around 

corners and pivot

Early VoC; some real-time insights

24x7 worldwide

Accelerate the CX flywheel 

Become a value center

Agent insights

“One-interaction” resolutions 

(via any or multiple channel)

Predictive & prescriptive

Right channel, expert,

next best action ‒ all at the right time

Cross-channel self-service and (voice, 

chat, web, communities, in-app) push 

programs to eliminate the need to callReactive, some personalization 

24x7 worldwide world class (elastic)
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How we can help



© 2021, Amazon Web Services, Inc. or its affiliates. All rights reserved.

AWS partners

A global network of partners with 

deep AWS expertise

AWS Training and Certification

Advance your team’s skills and build cloud 

fluency by learning from AWS experts

AWS Professional Services

Skills and experience from AWS 

experts to supplement your team

AWS Migration Acceleration Program (MAP)

Leverage AWS methodology and financial 

incentives* to accelerate contact center migrations 

to the cloud

AWS Support

Go beyond reactive break-fix with 

proactive Support programs

Learn from Amazon customer service

Hear how Amazon’s culture of innovation 

drives our customer experience

*Subject to qualification criteria

We’re here to help you transform your CX
A M A Z O N  C O N N E C T  C U S T O M E R  R E S O U R C E S
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Thank you!
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Naomi Hall

naomihal@amazon.com

Michael Wallace

micwll@amazon.com


