Administering and Configuring Amazon Connect (ACAC)

COURSE OVERVIEW

The Administering and Configuring Amazon Connect course is a 4-day, hands-on, instructor-led
training intended for administrators, systems engineers, and AWS partners. This lab-intensive course
enables learners to implement Amazon Connect as a cloud-native Contact Center. The lab
environment emulates a typical deployment and provides each learner with a dedicated instance of
Amazon Connect. Learners initially create a stable lab environment by performing basic
configuration using approved validation procedures.

Course topics include setting up accounts, navigating the Amazon Connect Dashboard, configuring
basic Contact Flows to establish the customer experience, and performing day-to-day operational
tasks. The course also includes advanced features that focus on creating custom call queues,
defining contact attributes, using Polly and SSML in Contact Flows, and creating a typical Call Center
Agent operating environment. Configuring more complex Contact Flows utilizing Lex Bots and
Lambda provides experience integrating with other AWS services. Functional testing and problem
isolation are featured in the Monitoring, Recording, and Reporting module.

Note: Amazon Connect is not available in all countries; a notable exception includes India.

WHO WILL BENEFIT FROM THIS COURSE?
e Administrators
e Systems engineers
o AWS partners

PREREQUISITES
To be successful, attendees must:
e Have atelephony device with local call access
e Have a PC/laptop with Firefox or Chrome and audio/video capability
e Complete or have equivalent knowledge of AWS-CLD-ESS or AWS-ESS

COURSE OBJECTIVES

Upon completion of this course, learners will gain proficiency at performing basic configuration and
administration of Connect deployments, including integration with commonly deployed AWS
services, such as Lambda, Lex, and Polly.

COURSE OUTLINE

The Administering and Configuring Amazon Connect (ACAC) course is a 4-day, hands-on, instructor-
led training intended for administrators, systems engineers, and AWS partners. This lab-intensive
course enables learners to implement Amazon Connect as a cloud-native Contact Center. The
course contains the following lecture and lab components.
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Module 1: Introduction to Amazon Connect and related AWS Services
Introducing Amazon Connect
Amazon Connect Differentiators, Features, and Benefits
Amazon Connect Partners and the AWS ecosystem

Module 2: Instantiating and Configuring the Amazon Connect

IAM and Console Access

Lab 1: Creating an AWS Account (Instructor Demo)

Create an Amazon Connect Instance
Lab 2: Creating an Amazon Connect Instance

Configuration Components of Amazon Connect

The Dashboard Configuration Guide
Agent Hierarchies

Security Profiles

Agent Status and Settings

Lab 3: Creating a Basic Configuration for Amazon Connect using the Dashboard

Module 3: Contact Flows

Contact Flow Designer
Contact Flow Designer — Blocks

Building a Basic Inbound Contact Flow (Instructor Demo)

Lab 4: Designing Contact Flows

Queuing

Lab 5: Creating Custom Queue Logic
Contact Attributes

Lab 6: Using Contact Attributes

Amazon Polly and SSML

Lab 7: Integrating Amazon Polly and SSML
Chat and Contact Flows

Lab 8: Configuring Chat in a Contact Flow

Module 4: Advanced Contact Flows

Calling on a Lambda Function

Lab 9: Invoking a Lambda Function

Building a Lex Bot

Lab 10: Building a Lex Bot for Chat and Voice
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Module 5: Advanced Features

Utilizing Agent Workspace by enabling Customer Profiles, Cases, and Views

Building a screen pop using the Connect Streams API

Lab 11: Retrieving Data from a Database and Using it in a Contact Flow to Display to the Agent
Queued Callback

Lab 12: Implementing Queued Callback

Module 6: Advanced Agent Configurations

Quick Connects

Lab 13: Configuring the Agent and Agent Interface

Monitoring, Barge and Recording Calls and Chats

Lab 14: Monitoring, Barge and Recording Agent Interactions with Contacts

Module 7: Contact Lens

Contact Lens Overview and Use Cases
Configuring Contact Lens

Analyzing a Contact Lens Call

Creating new Tasks based on Contact Lens Rules
Lab 15: Integrating Contact Lens

Module 8: Monitoring Metrics, Reports, and Dashboards in Amazon Connect

Real-time Metrics
Historical Metrics
Lab 16: Monitoring Metrics and Generating Reports

The Administering and Configuring Amazon Connect course contains the following lab activities:

Lab 1: Creating an AWS Account (Instructor Demo)

Lab 2: Creating an Amazon Connect Instance

Lab 3: Creating a Basic Configuration for Amazon Connect using the Dashboard
Lab 4: Designing Contact Flows

Lab 5: Creating Custom Queue Logic

Lab 6: Using Contact Attributes

Lab 7: Integrating Amazon Polly and SSML

Lab 8: Configuring Chat in a Contact Flow

Lab 9: Invoking a Lambda Function

Lab 10: Building a Lex Bot for Chat and Voice

Lab 11: Retrieving Data from a Database and Using it in a Contact Flow to Display to Agent
Lab 12: Implementing Queued Callback

Lab 13: Configuring the Agent and Agent Interface

Lab 14: Monitoring, Barge and Recording Agent Interactions with Contacts

Lab 15: Integrating Contact Lens

Lab 16: Monitoring Metrics and Generating Reports
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WHY TRAIN WITH SUNSET LEARNING INSTITUTE?

Sunset Learning Institute (SLI) has been an innovative leader in developing and delivering authorized
technical training since 1996. Our goal is to help our customers optimize their technology investments
by providing convenient, high-quality technical training that our customers can rely on. We empower
students to master their desired technologies for their unique environments.

What sets SLI apart is not only our immense selection of training options, but our convenient and
consistent delivery system. No matter how complex your environment is or where you are located, SLI
is sure to have a training solution that you can count on!

Premiere World Class Instruction Team
e All SLI instructors have a four-year technical degree, instructor level certifications and field
consulting work experience
e Sunset Learning has won numerous Instructor Excellence and Instructor Quality Distinction
awards since 2012

Enhanced Learning Experience
e The goal of our instructors during class is ensure students understand the material, guide
them through our labs and encourage questions and interactive discussions.

Convenient and Reliable Training Experience
¢ You have the option to attend classes live with the instructor, at any of our established
training facilities, or from the convenience of your home or office
e All Sunset Learning Institute classes are guaranteed to run — you can count on us to deliver
the training you need when you need it!

Outstanding Customer Service
e You will work with a dedicated account manager to suggest the optimal learning path for you
and/or your team
e An enthusiastic student services team is available to answer any questions and ensure a
quality training experience

Please contact Nate Mengel or Steve Hayward for any questions or to discuss delivery options:

Steve Hayward Nate Mengel
VP, Contact Center Education Sales VP, Contact Center Education Sales
303-729-1037 303-729-1046
shayward@sunsetlearning.com nmengel@sunsetlearning.com
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