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F((BEFPHAERE ) AR ELEAENERERE, REENRDNE D , BRI LUEFHE Amazon
Connect ZhEESN ARV AL ALy |, HE CSAT 7 BT EZFRS.
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RINEBEVENEERZE CIICD EBRESFH DevOps , fERN T E) Amazon Connect FYE A, XL
IERADAN., LAFRRABON, UXRASENEF AR T ENERM,

MREBEFSAGRNBELEZE | EFRKEHPOHKITEEE Amazon Connect BFRRINFIHAE , FBXL
RIMABNBWERXABENS L, UEEENENHEBRHITIXRHABEXNEEZTFAAR,

&£ Amazon WEHB G ERNEE , BIMNEENRLER, WIMEEF. REXRBHNEE. B,
LERBEECHLFZERNERIE  RESETEMNBARERITAMNAR |, SUE LR 21 6H
e, Rla , BRSERELRARES , LT EMNRE, NEEFTLAURDMASRE NN ER,
Bt , BRBESCRBIUT A BERMLER , NOBRPEZm (MLP ) |, %57 m A LRl 55K
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CX flywheel
Lower cost and /_\ Lower
productivity price
More CX
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Growth experience
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Adoption
loyalty
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HITHELA, TEERT —MRENHEARRE, TEEE (CM) BEIRBEFRRENEM , AR
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Connect agile delivery with organizational change management (CM)

|

= AWS setup

= Telephony configuration
= Call flow redesign

= Connectchat

* Lex telephony bot

= Lex chat bot

= Contact lens

- 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

* Sponsor assessment
* Levels of resistance
vs. commitment

+  Communication for

sprint
* Training and
manager preparation
* Resistance
management

EERAFMFZEXEBRZHBRTIBEMNERTIER —BE (MU TETR ) , RONBEFREET
Amazon Connect Bx RO ER | ZHPORMHTERAMNEELRE , AINEHBERT T RN |, H
EXTHEIHNE, ZEMHXBERZIE -

« BRE, StRE. BUEMSHH AWS EifiZ#E £ 22 Amazon Connect.
s BEENEFFARNBERRE , HEERITHAN AT — B KR,
s FEEERRMNAR , flnEFIRBIFMER,

- REBEAFEBRERH A,

- ERRBNE=7TRE.

s BEEREERNBUEEE , fHlanana N\ EiEBREIEL E 15 R Amazon Connect 23,

+ 6% DevOps BREF .

XEBZERXNEEAT —RBENEZEEMARNHER  IURAZFEARHBREREZERS. 12
B (project) 2@BEAFERANIE (item) , AN LEZREN]. B2 HMAPRIBENLT , L2
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MERREENES  ATEITERIM. S, SIOPRIATRERFEMAE,

s TERRE—AERAHIBEMEXNEARRENES, HRISFET TERE. Hl,
landing zone WAIZ A B EEFAREM TERF ,

AWS Ik 7 1

ZIERSRERMRIFEAREABRE IR, BREY

ERARAZHFURTRNEAREN, SAFARMAXHIERRLEE , RAXEESSI RS

MRENBSREAEE.

- MRRBEIFERNUABHRNSANESIES. MREBFEHEREBLS
B#HAT—HE, flm, FRITHER ,

BRIRITNA, HJXEXHE

EVHBEEENTHERTRESTENBEABEN, RTERBLEREAMNACHNEM L |

B L B R KE T

,ﬁ&ﬁﬂﬁaﬁﬁﬁﬂzﬁ/\lfﬁumﬂﬁiﬁ , PINZRFIE ., A SEH

SR LENRSERENRAES

RITET BREDSE AL

ARk

FRARK R B EWERRIFHBINLEINF, ©EEIERZECET FR , Eib~& 8 LR 5 R ER M€

I, HFIRALATEAYRI ST,

TEHRHERITRER T HRRAPOEBDE REIFAHTTERMAR

Time

Agile Sprint0 > 2 Sprint MLP )2 Sprint2 >2 Sprint 3 > —-———-

Operational

EBIRF

Activities shown are illustrative and should
be customized for a particular project

Tech Foundation

UserJourneys

ENBYUEBBITEL=AHITIER : 8.

EAREM , MAFRAHRE. IEEINSMBRIRME S
THE , MIERHOERME. BNITERBEETRANRNGARN , WA TEEBD PR, MEFFR :
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s BANILERDPHNESBELSEBIEARIF,

- Sprint0 ( 4R 0 ) RRHESHES , MEKARTMEBE B3, #ER., ALt

* Sprint MLP ( #&| MLP ) RATRIZHR/NEZFE (MLP ) BEZIES |, REKRAER AT ALEEEN
DRMRLIRSEIREES, Hl0 , MLP AILUR — /N0 EFRHEAX E R WpUERRE, £ FE8X
MHZEBENT MLP EARFEEREMZE , KRAOFR (MBERFPHHER 2, 3% ) AJRE
ER AR RIFTThEE

« XEERHNHIME NREHTRE , N ZREERUEEFN AR, ERONTIE AN E |, Fibit
KERAERZEXEITCHES. BEMLZHRERN , BERRMOEMES , HBREEMITHE
AT E)

=5 TER
EEIERIEBEREAREMMABAFPARIER. AZBENBAIBR I EREENIERAR IR ZIHE
R —E 5.

ETERESRAORKATUBA#TERSEYE , EF2EREAEE, ETANIENSSHAN>
mARROE—EBEI—RTZNEAXENZLFTEZR, RESEALERITI ZEAREERE
EER , Bt , HENMEANTENTENTERRKERREELN EUUNSE R LA R
RHERTHE , AEMEMREBFITERURERLT M@

EEIFERBEINIMEKR  MBERE., -3, SEEXEX. RSTAEMEI

Tlme —_— Activities shown are illustrative and should
. b tomized fe ticul ject
Agile Sprint0 > Sprint MLP Sprint2 3 Sprint 3 —————- Sprintn € customized for a particutar projec
g I Program govermnance H
° I | | | | |
® Train thetrainer >| End-usertraining >:
1 Ops
| | T D
g | | | | | | | | sign-off |
o Align Y ! ! i | | Operating model definition ! Service introduction P seeeet |
h | | | f ! N h ! ! |
I B SR 3E
N H /A

T BREERDRFEIRTMENENNEIR, TRBBLTWNNE , EIBNEH (EHHTIW) .
B (LM B ARENSEREREXRNEE ) , HEESEMHHRITARE (ASERNHEEME
MREREHAR ) o RENTREERERENBRAFEREER,

— 3

XRZMBEMNE-MERXED , ERRETNECEESLFARFE—H. —BHETERXARER
i, RHTRIEMFRERITIMEENTS,

ig

T}

TER 10
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RRED R R EITHELE

« THRESREFFEARS, HAIHNRAMLSAER , URBEHHH2,

« WeHBEHNLSRE , BEEEMMLER , ABERIIFE,

« FRSRBRIRIRIT , ATEXRHM BREEENEARLEE, XHSLRITHINREHH REESR
RITEDIRBTES

o WUERT R R MK KA.

BERNE N

LER BRBYESN E L T W E A BRGSO AR IR T RN BB IR 7T R A B R EE, JZZ*E’*“TE&FI
B, BITFEMREEX . flW, EFNERMAHE B EFFEMINBIZFRIEF , B RRREHL
BHNERFEEE, Hk , eNZBEENBEIERE , URZN B ERIELBARASISH AR,

EEREANELNEHE

- RE. RIE. XEF. BAMEE (RASCI) %/, MESMHARTHACHASMEIRR |, MUk A(]
HZIEIﬂ'—-?HﬂﬂIMEﬂJO THEHR®XB—1 RASCI AR

- RIEKE , ATEN end-to-end’ESN AR EARBIES . Hli0 , MiZE— MRS out-of-hours X 35
ARWRE , XERTUEE MEEQWEIFY  RTERREMMNKERFAL , BIERT R
BRE , URNAHMLSEEN, Z—MIFRESHER, RENERHETUREEESS
IJIL*EE LX&EIZE%“EBE;&E%{&&/*EO

EERXNEEEREETBENEERS,ENN , ERNEUTAETRBRARRITNAFRAR , AETHREN
BUNEBTHBEERE, B2, ?JZMEIMMEBﬁ&E’JEHHFMEﬁﬁﬁﬁﬂ,,\ﬂﬂéi‘%?% H R A #Y Bt A)
HAT B R EM R,

yey
i

WAL A AERRAI RN R, XFETHNSERERTEFENLEE , ANMBINAEBXHSE
MO
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BRENFNBEREENREFORALETNRZAEBZEER  AEERNERERTHLESR
. BNEMEAHEETHECHABGUARELEFHEFEEREF ONRE,

RENE (SI)

B SI FEHKREEEERXNPELNER. FzERENE XN FRENRITNEENE , &SI
NEERBBERFEH Ko

SIFIRAEERALPN—NEREEAR , MM THEFA T, BB LFEY S| FAWIRENER &
EFERERTHE, fl, FEISFAFRBBNR (UAT ) &R, BIANPRES (FINBELRLE , R
REMMENZ®HES ) FREMBERTRNALE. BARFEITLENSE , ARBIVEERAKE
HERFRERT,

TER SIEHEETME KRR, £IEDHRLL S| FIRASE#K , AR5 AR XN 2 & 5K
F, RESEWHER S| HAGEBINEIHESR Lk | SINAEBERRSENAWS XTI, NEEEFER
RHUKMBER (CRs) URZFLE#MAEE R 2 (CAB) BYitit,

LLE

IEZNMBNE DS EERRSNEIREN THIIBEXREE, BRRTUTREIT , BRUOR
RPARAENAETFUMRNTBEES  WEBRENN KXY,

FIES e RFEZAF, BTSN, EEHI IFARBIARRGEEERAN~mAEE
#il, BNMEARHER—T-H , At RERRTREARAXILTHER—%,

BMNEEBERALRBZIARNBZIIDEN G E, BHRTTHERALANL , UREESEHN
RAPRENEANERIG, MEHARKRATUEBEEEEER (SME ) A, BEBARME (HWAFF
fit. EEARHEFMNRTER )  SEMHTAETIITRENFREM S NRENAELZFEIEH
BA , MBLE SMEs MIFIEEMERFAR , KRB AR IIBREFORAF

BNEEYUREERANTmAAEES NMBARMESHEX~RIZFNIRE | WERAM T H# AWS IR
# Amazon Connect #£#I& , SAEABA] R LA Rith 68 F 7 fa h 88 H #t 1T FEHE R o

FARERMTER

ZIERIEMARMELZEDTK  NEEHTAERLT , A ZTEFRBARBORIT. TZ2TEAR
RN XA BT EIR R, DevOps

BAREMITERSELNNER - RRMBLE, ®it. WE, Wik, BBNRHE G,

BRENE (SI) 12
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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 | | | | | | | | | |
e | I Infra and platform definition workshops >‘ | | | | | I |
o | | T T | | | | | | |
2 I . o :
'g | | I i | I | | | | |
- i i | { Wentityintegration (optional) I I |
° | | | | | | I |
" | | | | L . | | | | |
= | | ] Network changes >l ! | | |
v} | | | ! | | | |
o | | | | = 5 = | ! | | | | |
- | | CRM integrations (optional) ; | | | |

| | | | | I | | I | |

RN B2
EUNER , CRREATRENE R ZHRITL

- PRS- RERGMIEE , WEHRIRE , 522 H SMEs BT B0 HFPIRES.
- BRIRITMEZEITM — BEREREPOLEFENZEFHNEEAFR , SIBETEBE.
o EBMENTR — SRR M ERF B G O RIRSH R

MiNasEE

- IIEZE
« WSS, BRER, BANMZ LM
- EMREYEREE

igit
FERMER , A RIZITT M, I RITHWESE , BEEECHRFIERE. RIMNBNUEIRITX
BhZEDLEGE=NED : Amazon Connect BLiE. BxNMZ £, SN2 TeELBEREIMN T =M
ERERARERNFENZE , AR X =/ E S0 B XA A BEESRBR A 1T, FJMBAXENEE
BHH, ZE5ENEERRUAREEFREE,

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,.

REFBKLER 13
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A izt

A BB = MELR THERAMK :

1. Bl — WS EMREAY  UBRAFEHEFSRITATE. hiTE FXE

2. RN — MR ERE R IE |, 4120 Microsoft Active Directory ( AD ) B EEBRS . 1T
. .FERE

3. 7/ End-to-endifllisf — MXENEA R IHEERE ; flin , M MEEFRRFIERELS
UETBEd  FURESER , FUEREAEEBNT S EE 276 KRS (Amazon S3) Simple
Storage Service Service . H1TE : ThaeiL HRA

cik

HAFPHRIUTREAAN , EMREXTUEZFLEINRE. BEMERNES/LRBR AWS RS EHH
EHNFUE  ARNEHRE, SHBEHERSBRKS (TFNS) EFEBCTK , F BEEESRR
BREN , NEHRRENSTIRARITEE. R&£5E5AEEARERM BN AERINZT EE N K
MBI T R

RmExE (PGLS)

EMBRERORBENEILER , BB ARFEESENLS ( BAU ) ZEFHEBMRL ARG
Ro DB HARAUFEBAFAINEFRS |, 5 BAU XFHAN—ES5HEHER , HRIER B ot 1 X
=R

BFRABIER

APRARI/ERESROREAURNHETERSEESE , BEFAEREAENE, EXEMNAFPHEN
BEARWEFIE , ARMEMREERUIREHEL™m. RXAFPFERLESEXRERHINTERTS—
B, ABENERN A ENTFEINIERKARREENH,

RPARIFERESEINNER  ®ER, ®it, WE, Uit BBNRHBEE.
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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 :

. MIHEEHRITE — FHME PowerPoint, #%X Visio = draw.io T &, £t HEREIRE
PERTAFIBRZERE. RMARFREKSAEE end-to-end A FIREE , H A NEERINNS
BARMEMEF (Fla0 , BERERF M XN BIERRSA ) . RNMNEASNEFNMEENES.
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