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Keys to implementing Amazon Connect
Services

Customer service life before Amazon Connect consisted of one of two options: Flipping through massive notebooks

of instructions and using multiple tools to communicate, record, and manage call content and routing to Agents.

If you've been in the customer service field for 5 to 10 years, you likely remember the days of the multi-line phones
blinking off and on as agents picked up calls. Calls would easily drop on transfer or get lost within a complex phone

system

Notes and procedures were gathered in notebooks or on computer files. Supervisors only got on a call when a
customer was angry, and the relationship was likely already unsalvageable. Team collaboration was “over-the-wall” or

in person. Many customers spent significant time “on hold” waiting for answers.

With Amazon Connect Services, everything an agent, customer service team, and supervisors need to support
customers quickly and effectively is in one easy-to-use dashboard. Customers can communicate on multiple
channels, and calls are managed with proper routing, so customers spend less time waiting. With Amazon Connect,

customer service centers operate with higher quality and lower cost

This article guides implementing Amazon Connect Service, including pre-implementation steps and best practices

Ca rahSOft For more information, contact Carahsoft or our reseller partners:

AWS@carahsoft.com | 888-662-2724
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From Setup to Success: A Comprehensive Guide
to Implementing Amazon Connect Services

What are the pre-implementation steps for Amazon Connect Services?
Learn best practices for successfully implementing Amazon Connect.
Discover how Amazon Connect Service's implementation process works.
What are important tips for the successful implementation of

Amazon Connect?

Pre-implementation steps for Amazon Connect
Services

Migrating to or getting started anew with Amazon Connect Services takes planning. There are a few essential pre-
implementation steps to consider, including:

« Evaluate objectives and goals for the system.

« Assess what technology the organization has and what it needs to have.

» Define your customer service and call center system requirements.

« Create an implementation plan or strategy to manage the process.
Preparation and planning are necessary to ensure a smooth, calculated transition that gets the running. Implementing
Amazon Connect Services enables a team to reduce costs, improve agent and team productivity, and above all

improve the quality of your customer service.

Once the team Is trained and using Amazon Connect, you'll be experiencing twao significant benefits:

» First, customer data collection. By recording communications, teams can improve their level of service and
better understand customer issues.

« Second, is business analytics. Having a growing set of customer service data provides real-time business
analytics that can help guide business direction.

One essential part of this process is the decision to implement the system yourself or work with an Amazon business

partner to design and implement it for you. Amazon offers demaos, videos, and tutorials to help implement Amazon

Connect on your own. Customers implementing the system on their own can also access full Amazon Connection

documentation as well as blog channel content.



Amazon Connect implementation process
includes:

» Creating an Amazon Connect account

« Configuring your Amazon Connect instance or server connection

+ Inputting phone numbers and a routing plan

+ Creating contact flows across the team

+ Setting up accounts for agents

+ Adding communication queues

+ Set up outbound communications

+ Integrating with additional AWS tools for handy add-ons or special fools needs

Amazon’s get started guides help you set up everything you need. When setting up your Contact Center instance

keep in mind that one of the most important details is setting up the customer experience by creating flows. Amazon
Connect contains a full set of default flows you can use. However, you should consider setting up customized flows

specific to your business needs.

Don't forget to assign agents access or permissions to interact with customers. Once all is set, remember to allow
agents and supervisors time to train and experiment with the system. Providing hands-on training to agents may take

some time to ensure a positive experience.

Best practices for implementing Amazon Connect
Services

Amazon Connect Services provides several pre-built solutions to help get your new contact center up and running.
However, those may not contain all the features necessary for your business needs. Best practices for implementing

Amazon Connect include:

+ Focus on your Flows (workflows)

+ Optimize agent scheduling and workloads equitably

+ Use additional tools like AWS Contact Lens to leverage Al and ML software for performance analytics

+ Automate as many business processes as possible within your customer service center to improve productivity

Flows are critical because they control how customers move through your service system. Take the time to create
simple flows that serve your needs and test them out when the system is live. Make the corrections needed and then
retest until the customer flow matches your team’s needs. Be sure to use consistent attribute naming within all

Amazon tools and services. Troubleshooting issues is faster when naming conventions are consistent.

Consider creating modular flows that are as simple as possible. Users can create multiple modular flows and then
attach them to create a full workflow. Modular flows help reduce errors and maintenance. Be sure to set up recording

behaviors.

Keep in mind Amazon Connect records conversations that include agents. For best results when routing calls, check

your staffing block setup. Using check staffing blocks helps ensure proper communication routing to agents.



Be sure to double-check phone numbers. Verify you don’t have any infinite loops in your flow logic. Infinite loops
mean the customer will never reach an endpoint. It's important to check your flows and verify the customer connects

to an agent or boot or is transferred appropriately.

Tips for a successful Amazon Connect
implementation

Always start any implementation with a detailed plan. Use Amazon Connect training resources to fully understand
how their tools can meet your needs. Define your needs or requirements and how you want to implement them. Plan

for agent and management training and system experimentation before going live to praduction.

Plan to perform regular reviews on system flows to ensure customers are getting what they need. Continucusly
maonitor agent performance to make sure everyone understands the system and how to provide quality customer

service through the Amazon Connect dashboard tools and utilities.

Utilize the reporting and business analysis options within Amazon Connect. Don't forget to also elicit feedback from

customers. Customer feedback can help you find setup, flow, or training issues.

Ready to enjoy the benefits of Amazon Connect?
CloudHesive helps you out!

Planning is essential when taking advantage of the cost-saving and productivity-enhancing features of Amazon
Connect Services. If you are intimidated by the implementation setup, prioritize your needs, and define your goal

system. Once you are ready, contact an Amazon partner for assistance with the implementation from start to finish.

As an Amazon Managed Services partner and Amazon Premier Partner, CloudHesive helps any organization improve

its customer service center management and efficiency with ConnectPath CX.

ConnectPath is a next-generation Contact Center as a Service platform that is an agile, low-code-no-code scalable

solution that you can deploy globally in minutes.



Optimizing workflows with Amazon Connect

Call center optimization starts with organization. Amazon Connect offers an integrated set of tools for efficiently

managing all aspects of a customer service team. Amazon Connect allows businesses to scale services up or down

based on need. So, whether your team serves hundreds or millions of customers, you can provide the same excellent

service levels.

Amazon Connect also has embedded Al and ML features to help manage tasks and customer information, automate
interactions, assess sentiment, and provide agent assistance and schedules within a single interface. Take advantage

of Al and ML without necessarily having to understand it.

One single collaborative interface called the CCP (Contact Control Panel) enables:

» Task management

» Complete customer data profiles

+ Knowledge assistance

» Scheduling

» Skills-based routing

« Call summaries

+ Speech and content sentiment analysis
» VR (interactive voice response)

All features are configurable and actionable in real-time when needed. When used, customer data collection and call
summarization perform ongoing data collection and monitoring — your business benefits from using accurate and real

customer data to improve service.

Customer contact centers can optimize further by automating other processes to simplify service. Customer profiles,
for example, are pulled from integrated business applications or CRMs like Salesforce, ServiceNow, and Zendesk.

Keep all the data where agents need it — accessible from a single task management dashboard.

The more crganized the customer contact service team is, the better they can serve customers and build business
value. Customers want answers now, in real-time. Self-service portals are handy but aren't enough. Self-service must
be followed up by or connected to live assistance when needed. Don't make it hard to contact service. Make it easy

and build your customer base.

Using CloudHesive ConnectPath CX and Amazon Connect provides a fully supported service team where customers
have multiple contact methods and self-service access. Organizations can customize tools to meet both agent and
customer needs. Leverage process automation where it fits and gains satisfied customers but a seamless, optimized

workflow.



Customer service optimization is ready for your
business

Take advantage of managed services provided with CloudHesive ConnectPath CX and get the maximum value from
Amazon Connect for your customer team. Empower your service team to provide exceptional service consistently
with each interaction. Benefit from customer data analysis to improve operations and performance. Build your

business and cost-effectively increase customer retention, revenue, and employee satisfaction.

CloudHesive is a cloud solution consulting and managed services business partner with Amazon Web Services
expertise and is a premier partner. CloudHesive has the experience and knowledge to partner with your business to

create the best customer service center possible.



Thank you for downloading this AWS and CloudHesive Resource! Carahsoft is the distributor
for AWS public sector solutions available via GSA, NASPO, The Quilt and other contract
vehicles.

To learn how to take the next step toward acquiring AWS’s solutions, please check out the
following resources and information:

For additional resources: For upcoming events:
carah.io/AWS-Resources carah.io/AWS-Events

For additional AWS solutions: For additional public sector solutions:
carah.io/AWS-Solutions carah.io/AWS.Solutions

To purchase, check out the contract
To set up a meeting: vehicles available for procurement:
AWS@-carahsoft.com carah.io/AWS-Contracts
888-662-2724

For more information, contact Carahsoft or our reseller partners:

AWS@carahsoft.com | 888-662-2724

carahsoft.
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