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Connect agile delivery with organizational change management (CM)
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= AWS setup

= Telephony configuration
= Call flow redesign

= Connectchat

* Lex telephony bot

= Lex chat bot
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- Customer profile

Sprint

« Tasks planning
= Monitoring
= Reporting

Project
backlog

* Elevator speech and

communication plan

+ Stakeholder plan

* Peopleimpact
analysis

* Define support
structure

*AWS setup
+Telephony

configuration

+ Call flow
+Connect chat
*Reporting
+Monitoring

Sprint
backlog

retrospective

Sprint

BN
/

—»E

Sprint
deliverable

+ Stakeholder
management

* Peoplereadiness to
change
+  Communication for

* Sponsor assessment
* Levels of resistance
vs. commitment

sprint
* Training and
manager preparation
* Resistance
management
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Activities shown are illustrative and should

Agile Sprint0 : : SprintMLP : ; Sprint2 : : Sprint3 : _____ Goit be customized for a particular project

Operational

Tech Foundation

UserJourneys
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MREREHAR ) o RENTREERERENBRAFEREER,

— 3

XRZMBEMNE-MERXED , ERRETNECEESLFARFE—H. —BHETERXARER
i, RHTRIEMFRERITIMEENTS,
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Time — Activities shown are illustrative and should
. b tomized fi ticul ject
Agile Sprint0 > SprintMLP Sprint2 Spamtd - — —— — — St € customizedfora particutar projec

| o | | | | | | | | | |
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o | | | 1 ! 1 | | |
fry | | | | L " | | | | |
= | | ] Network changes >l ! | | |
v} | | | ! | | | |
o | | | | = 5 = | ! | | | | |
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] ] ] ] i | | I I | |
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- IIEZE
« WSS, BRER, BANMZ LM
- EMREYEREE
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HPEDIZ =S : Connect EFEE. MENKE, FNBI ARSKE TR T UL FSHBXEEH
FEREAREBNFENEE , AEAX=AFHE MBI T REXRER AT, MamfEXENIERY
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i

LR ER |, O EA DevOps T ERFRHENCNEEREMA , MMEREMIRHEENXED (1aC) RN,
BRRAFHHWERE , METCHURBPEEREA] , BAEESHETSEEE ZH A REN L
MEFRE | AJREMREEXNRMNERKE, MREXBFECH DevOps TR, HINEWEER
AWS CodePipeline Ml z2# AWS T B AWS CodeBuild , XETEAUREFF., HREXLTE
HWITEEHAMBER ; ANKZEXRE , SIRRERM , A EEEBIERE DevOps RN, HRMNEWE
AR, WANEFCIRED =R AWS 1Ko DevOps T EM H 3L 7] LARE B IR FE X LR 5 R
BoR5,.
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RmExE (PGLS)

EMBRERORBENEILER , BB ARFEESENLS ( BAU ) ZEFHEBMRL ARG
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Time —— Activities shown are illustrative and should
Agile Sprint0 : ; SprintMLP : ; Sprint2 : : Sprint3 : _____ be customized for a particular project
" — —— —————

User Journeys

7

EUHER , BRBENRNAFAERENRT , AREREABRRAREMNEAN. NR ERGREF
i, RELBRTHFNRALIE , BEKANSHEXES TN , AEATHCHERTEMETRAS
AREER , TR :

- MBEATE — FHAME PowerPoint, %X Visio 5 draw.io £T &, Screen-sharefEffiif4 £
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MEMARRITSERARNEEZAFBIREAZNRE. A EENEANTRERERRSUR (H
m, BERVEE TN BIIEFRRISA ) . FRAMENXFHEES (TTS) RRRIEREERINZ
SEROFFEE (B, “FA John Smith IZHATEE wav STHHERN” ) » XEREBHTHITAFRT
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https://docs.aws.amazon.com/connect/latest/adminguide/concepts-contact-flows.html#concepts-visual-editor
https://docs.aws.amazon.com/connect/latest/adminguide/play.html
https://docs.aws.amazon.com/connect/latest/adminguide/text-to-speech.html
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FEANATATRENSHBARK , XERLTEIFREN[. NELXE , BB HSERERE
MRS L R EIRE X,
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https://docs.aws.amazon.com/AWSCloudFormation/latest/UserGuide/AWS_Connect.html
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https://docs.aws.amazon.com/connect/latest/adminguide/best-practices.html
https://docs.aws.amazon.com/connect/latest/adminguide/best-practices.html
https://docs.aws.amazon.com/connect/latest/adminguide/ccp-networking.html
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https://github.com/aws-samples/Transfers_from_Legacy_Platform_into_Amazon_Connect
https://aws.amazon.com/organizations/
https://aws.amazon.com/blogs/contact-center/monitor-and-trigger-alerts-using-amazon-cloudwatch-for-amazon-connect/
https://aws.amazon.com/blogs/contact-center/monitor-and-trigger-alerts-using-amazon-cloudwatch-for-amazon-connect/
https://docs.aws.amazon.com/connect/latest/adminguide/connect-identity-management.html
https://docs.aws.amazon.com/connect/latest/adminguide/connect-identity-management.html
https://docs.aws.amazon.com/connect/latest/adminguide/ccp-agent-hardware.html
https://docs.aws.amazon.com/connect/latest/adminguide/ccp-agent-hardware.html
https://docs.aws.amazon.com/connect/latest/adminguide/check-connectivity-tool.html
https://docs.aws.amazon.com/connect/latest/adminguide/using-ccp-vdi.html
https://docs.aws.amazon.com/connect/latest/adminguide/scenario-deployment-approaches.html
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https://docs.aws.amazon.com/connect/latest/adminguide/one-way-audio-from-customers.html
https://docs.aws.amazon.com/connect/latest/adminguide/configure-agents.html
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https://aws.amazon.com/premiumsupport/plans/
https://docs.aws.amazon.com/connect/latest/adminguide/connect-security-profiles.html
https://docs.aws.amazon.com/connect/latest/adminguide/security_iam_service-with-iam.html
https://docs.aws.amazon.com/connect/latest/adminguide/amazon-connect-service-limits.html
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https://docs.aws.amazon.com/quicksuite/latest/userguide/quick-bi.html
https://docs.aws.amazon.com/connect/latest/adminguide/analyze-conversations.html
https://aws.amazon.com/blogs/contact-center/make-predictive-and-progressive-calls-using-amazon-connect-high-volume-outbound-communications/
https://aws.amazon.com/athena
https://aws.amazon.com/sagemaker
https://aws.amazon.com/athena
https://aws.amazon.com/comprehend
https://aws.amazon.com/sagemaker
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https://pages.awscloud.com/AWS-Professional-Services.html
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https://www.amazon.com/Effortless-Experience-Conquering-Battleground-Customer/dp/B084KLHPQ2/
https://aws.amazon.com/connect/customers/
https://aws.amazon.com/connect/partners/
https://aws.amazon.com/blogs/contact-center/
https://pages.awscloud.com/Migration-Best-Practices-and-Resources-Moving-Your-Contact-Center-to-Amazon-Connect_2021_0321-BAP_OD.html
https://aws.amazon.com/migration-acceleration-program/
https://aws.amazon.com/professional-services/CAF/
https://aws.amazon.com/professional-services/
https://aws.amazon.com/contact-us/
https://aws.amazon.com/prescriptive-guidance/
https://docs.aws.amazon.com/connect/latest/adminguide/what-is-amazon-connect.html
https://aws.amazon.com/connect/resources/
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https://docs.aws.amazon.com/prescriptive-guidance/latest/strategy-migration-connect/strategy-migration-connect.rss
https://docs.aws.amazon.com/prescriptive-guidance/latest/strategy-migration-connect/tech-considerations.html#transfer
https://docs.aws.amazon.com/prescriptive-guidance/latest/strategy-migration-connect/tech-considerations.html#transfer
https://docs.aws.amazon.com/prescriptive-guidance/latest/strategy-migration-connect/tech-considerations.html#transfer
https://docs.aws.amazon.com/prescriptive-guidance/latest/strategy-migration-connect/tech-considerations.html
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