
Sponsored content  |   White paper

Do more with less at a 
digital contact center
Improve employee and customer experiences, as well as agent 
efficiency, with easy-to-use, scalable, customizable cloud services. 
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Customers expect fast, personalized service 
when they contact you—whether by email, 
chat, or phone. But too many aren’t getting it.

Thirty-three percent of customers say the most 
frustrating aspect of service is waiting on hold. 
Another third are most frustrated by having to 
repeat themselves to multiple representatives.1

These age-old issues continue to 
plague today’s contact centers because 
representatives are overtaxed, and managers 
often have a poor understanding of the 
problems that need to be fixed.

Agents have just seconds to determine a 
caller’s identity, locate their history, understand 
their problem, and determine which teams 
need to be involved in its resolution. This 
process is slowed down when there’s a lack of 
integration among applications like Salesforce, 
Zendesk, and industry-specific systems. 
Worse, agents must update each of these 
disparate systems after the call with any new 
information, further reducing the time they can 
spend with customers.

As for managers, they often don’t understand 
the specific causes of customer and agent 
frustration and don’t have visibility into gaps in 
their systems and processes. 

“Many contact centers are flying blind—they 
don’t have speech analytics or reports showing 
them what’s working well and what’s not, so 
they don’t know where they need to make 
improvements,” says Nick Richards, Customer 
Experience General Manager at SoftwareOne, 
a software and technology consulting 
company and Amazon Web Services (AWS) 
Premier Tier Services Partner.

Problems vary by organization and industry. 
For example, health insurance agencies 
and hospitals have relatively low customer 
satisfaction ratings, ranking 29th and 35th, 
respectively, out of 42 industries on the 
American Customer Satisfaction Index.2

But companies across industries stand to 
benefit from modernizing their contact center 
infrastructure. Skillfully deploying services in 
a cloud-based contact center can improve 
efficiency and the customer experience in 
many ways—and reduce costs to boot.

Solve problems with 
Amazon Connect

With Amazon Connect, organizations gain 
access to a broad menu of productivity-
enhancing services without having to manage 
complex infrastructure or pay licensing fees 
for unused or underused features. They can 
experiment with new capabilities, easily 
scaling them if they work—or dropping them 
if they don’t. They can also provide tailored 
services to specific business units, like sales, 
and with AWS, they only pay for the resources 
and capabilities they use. 

1  “L ive Chat Exposes a Fatal  F law in Your Go-to-Market ,”  HubSpot blog,  Jan.  19,  2021,  
 https://blog.hubspot.com/sales/l ive-chat-go-to-market-f law .

2 “ACSI® Insurance and Health Care Study 2022-2023,”  Oct .  17,  2023,  
https://www.theacsi.org/wp-content/uploads/2023/10/23oct_INSURANCE-HEALTH-CARE-STUDY.pdf . 

https://aws.amazon.com/pm/connect/
https://blog.hubspot.com/sales/live-chat-go-to-market-flaw
https://www.theacsi.org/wp-content/uploads/2023/10/23oct_INSURANCE-HEALTH-CARE-STUDY.pdf
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Amazon Connect Contact Lens is a great 
place to start. It uses speech analytics and 
AI to transcribe customer calls and analyze 
them to reveal customer sentiment, agent 
performance, and a host of other insights. 

“You can get feedback on specific products 
and learn about trends and competitors—
things most centers have no means of 
capturing,” Richards says. 

You can also learn how agents are performing 
and provide personalized training to help 
them improve. And all have access to 
real-time assistance.

“The conversational AI solution will hear a 
customer use a phrase and surface links or 
suggest what to say next,” Richards says. 
“Agents save time because they don’t have 
to look everything up, and they also provide 
better answers.”

Better training improves job satisfaction and 
morale, solving a big problem at contact 
centers, where turnover is high and 63% face 
staffing shortages.3

The key to success: 
Customized services

It took Ameriflex, a provider of employee 
health savings accounts and other health 
benefits, more than a year to migrate to 
Amazon Connect, and initial results fell short 
of what they were expecting.

They contacted SoftwareOne, which analyzed 
customer calls and found that 60% centered 
on five questions. SoftwareOne created a bot 
to address these questions, implemented it 
within two weeks, and as a result, 40% of calls 
were resolved without agent help. For calls 
passed to agents, resolution time decreased 
by an average of two minutes. 

Next, SoftwareOne developed another bot to 
help customers confirm their identity as they 
waited for a representative. Authentication 
time dropped from two-and-a-half minutes to 
less than 30 seconds.

Thanks to SoftwareOne and Amazon Connect, 
Ameriflex dramatically improved customer 
service and agent productivity. And its 
agents are happier. Attrition has plummeted, 
and the contact center gets more done 
with fewer resources.

“They usually have to double the number of 
agents during peak season, but this past year, 
they got through it without a single new hire,” 
Richards says. 

Ameriflex is just one example of how AWS 
and SoftwareOne work together to help 
organizations run their contact centers more 
efficiently, lower costs, improve customer 
service and morale, and lay the groundwork 
for a more innovative future.

 
 

To learn what SoftwareOne and AWS 
can do for your contact center, click here.

3 Deloitte,  “Trends & AI  in the Contact Center,”  May 11,  2023,   https://www2.deloitte.com/content/dam/
Deloitte/us/Documents/process-and-operations/us-consult ing-trends-and-ai- in-contact-center.pdf .

https://aws.amazon.com/connect/contact-lens/
https://www.softwareone.com/en-us/cloud-services/aws
https://www2.deloitte.com/content/dam/Deloitte/us/Documents/process-and-operations/us-consulting-trends-and-ai-in-contact-center.pdf
https://www2.deloitte.com/content/dam/Deloitte/us/Documents/process-and-operations/us-consulting-trends-and-ai-in-contact-center.pdf

