
There is so much more to 
Amazon Connect…

Building a Customer Experience App with AWS and 
Amazon Connect



Hello!

˃We are Alex & Tom.
˃We work at CloudInteract.
˃This session will be different to what you’re used to.
˃Please ask questions along the way.



When Deployment doesn’t fix all 
the problems.
˃Everyone works in different ways.
˃A company == their culture.
˃Time to extend what’s out of the box.



Case Study: Boutique Travel Agency

˃Personalised, Individual Experience.
˃Contact via Phone, Web, Chat, WhatsApp, Email.
˃Customers, Suppliers, Partners.
˃Currently use multiple systems.

˃Aims:
˃ Meet their current ways of working.
˃ Improve the value of the contact centre to the business.
˃ Ensure they are ready to embrace future innovation.

˃ Interested in video, for instance



Problems

˃Anti-Contact Center workflow
˃Trends across channels
˃What’s everyone dealing with today?
˃Visibility of interactions over time
˃Voicemail
˃Existing (bespoke)CRM



Profiles & Cases

˃Solving the Data problem.
˃Using Call Flows to manage.
˃CRM Integration
˃Considerations.
˃Tips & Tricks.
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Data & Analytics

˃Why
˃How
˃Tips & Tricks











Integrations

˃Why & How
˃CRM Integration
˃Microsoft Teams Integration
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Agent

Customer

1. Agent selects outbound queue from CTI Action 
dropdown in Salesforce-embedded CCP

2. Salesforce CTI flow calls AWS API Gateway
3. API Gateway triggers Update_Outbound_Queue 

Lambda function
4. Lambda updates DynamoDB table which 

contains Agent-Queue mapping
5. Agent makes outbound call from Salesforce-

embedded CCP
6. Connect outbound whisper flow invokes 

Check_Outbound_Queue Lambda function
7. Function looks up details from Agent-Queue 

table, and from Queue-OutboundCLI table
8. Current outbound CLI value for agent is returned
9. CLI value is used in Call phone number block in 

outbound whisper flow to make customer call

Outbound CLI Architecture







AI

˃Lean into the future
˃ Contact Lens
˃ Amazon Q
˃ Other Examples

˃Use cases
˃Tips & Tricks







Homework

˃Integrate CCP into a third-party solution
˃Look into the data streams
˃How are you going to leverage Connect + AI for 
your organisation?
˃Subscribe to ACP!



Thank you!


