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Telecom business objectives

Modernization with Amazon Connect

How do I get started?

Demonstration

Q&A

Agenda
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Business objectives

Telecom virtual 

enterprise contact 

center offering leader

Expectation:

Speed

to market

Increased

revenue 

Add more

customers

AI/ML powered 

enhancements 
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Prolonged 

onboarding 

time

Business objectives

Telecom virtual 

enterprise contact 

center offering leader

Reality:

Increased 

operating costs

Lack of innovation

Maze of complexity 
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Common challenges
with contact center solutions

Expensive legacy solutions

with complex pricing and 

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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What if . . . ?

No contracts, 

pay-as-you-go model
Reliability and resilience 

Self-service and 

single-pane-of-glass 

integrations 

Seamlessly turn on

AI integrations 

Onboard new customers

in minutes
Open and scalable 
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Modernize your 
contact center with 
Amazon Connect 
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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

Over 70,000 customer service associates 

Millions

of customers

Dozens 

of languages

32 

countries

Amazon.com customer service supports . . .
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Pay only for what you use

Scale from tens to 
tens of thousands

of agents

Built-in, real-time and 

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 and 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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Reduced license and 

usage costs by 31%

Reduced system administrator 

effort by up to 60%

Reduced call volume

by up to 24%

Reduced supervisor effort

by up to 20%
Shortened AHT by up to 15%

Reduced training time

by one week

241%
The Total Economic Impact of Amazon Connect, Forrester Research, June 2020.

Real customer results
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Customers using Amazon Connect



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

Sounds great! 
How do I design for this?
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AWS Control Tower: The starting point

Dashboard for visibility

Automated landing zone

Guardrails

Account factory

Built-in identity and access

Preconfigured log archive and 

audit access to accounts

Built-in monitoring and notifications

Automatic updates 
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Multi-account structure
Management  account

AWS Control Tower AWS Organizations AWS Single Sign-On

AWS CloudFormation

StackSets

AWS Service Catalog

(account factory)

Core OU Custom OU AWS SSO directory

Log archive account Audit account Provisioned accounts

Account 

baseline

Centralized AWS CloudTrail 

and AWS Config logs

Account 

baseline

Security 

notifications

Security cross-

account roles

Amazon

Config Aggregator

Account 

baseline

Network 

baseline

Amazon 

Connect
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Amazon S3
Call recordings

Chat transcripts

Historical reports

Contact Lens analysis

AWS Cloud

End consumers 
calling into 

helpline numbers 
or initiating chat

Customers

Agents 

Internet

Call center 

supervisors 

Contact center architecture 
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AWS Cloud

End consumers 
calling into 

helpline numbers 
or initiating chat

Customers

Agents 

Internet

Call center 

Supervisors 

Amazon S3
Call recordings

Chat transcripts

Historical reports

Contact Lens analysis

Contact center architecture 
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Contact center architecture 

AWS Cloud

End consumers 
calling into 

helpline numbers 
or initiating chat

Customers

Agents 

Internet

Call center 

supervisors 
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Amazon S3
Call recordings

Chat transcripts
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Sample product integration providers
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6 months from now . . .

Provision new 

customer accounts in 

under 15 minutes

Customizations 

are only an API 

call away

Machine learning to 

screen incoming calls 

and redirect

Understand 

contact center 

performance
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Resources

AWS Control Tower 

homepage
Amazon Connect 

homepage

AWS Control Tower 

workshop
Amazon Connect 

workshop
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Please join us to
meet the speakers

Telecom Lounge
Venetian, Level 3
East Alcove
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Thank you!
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Ayesha Borker

LinkedIn: ayeshaborker

Nayef Khan

LinkedIn: nayefkhan 


