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A& A& 0B B Amazon Connect BY SR B

Jag Jhutty , Amazon Web Services (AWS)

2024 F 12 A (XHE LK)

AN E&RBED LEEE Amazon Connect WEZF B EZEXKRRE. THETNAREER, BEE
ENNZEEENZE, #$TER, UREE,

Big P ORBERMENEBNPE, BERAE, FERNREBIANEBREBHHSHLEEE T RZ
Ko Amazon Connect EEREWRNBEFORYE  TELREHEAMCHNEFER  YRUHIABNER
BR#. Amazon Connect 12t LA T ThAE :

- 288 EFAUFERABECEENREEERUALETEE., BRTEI 2N, ELEHEENEN
BEER  GIEIEIR, SMS F#3iEeE,
- HIAHEMWGTE . RERE. S EAEAFE. £H Amazon Connect , AR ERNABNE,

- TERM : Amazon Connect REREIRH , ALt A ABREERENGERLURZEER K MEFENT A,
TEEAEEHHEEBEERENNY K MEFTAREANBTENE,

- BEEN  FERGFDETREERLFNEFERNSEN. FHHRCERNE , BEEMARED

AR, heEliRBHREFED , AEFER, R2MNAREEERIUREEIE SRR,

« Al M ML Zheg : BRI ERRBRNATESR Al) M#R28 (ML) REACMBEBLED, BEEF
B, MEREE , URMAESAFEZTORE (IVR) MEIREER A FIEE,

Forrester 2020 £ 6 B8V — 138 35 2947 7 /<8 Amazon Connect ZF I 3351 :

- BREBEHEAAAE (TCO) : BEMBEH O EHREML  REQMBMEIE 241% , 57BN EAH AR
7 31%.

« BRI : ASFUERRBRDZIE 24%.

- REAURY  ARBENERERROIE , TENTHEERRD TEIE 20%.
- BLEE KRR 60% WRHEEETFE.

- BEARFRER  SPYEERKRE (AHT) SESE 15%.

- REABRHEATEEMBEN.

AXEAREEZBEZE Amazon Connect FIRERE (flan , ERFREMAE) , BAMMAYEBREENBEH
DRRE , REMPEERARIGSIRHVENET 2N EBERA R, AUBRREF— LR , L2

1


https://aws.amazon.com/connect/
https://aws.amazon.com/connect/features/
https://pages.awscloud.com/Amazon_Connect_Forrester_TEI_Report.html
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EEAE D ONEE , B88 AWS BXEMAFE ., TRUETESHMEN , BB A NEBCBER P IS
M EMEITAL , YESMMHNEE, BB EREENEEE (HIULAEE ) SIRLEXERN
AR, BEE—FHEE Amazon Connect , ARBKEZF AWS EEHHEE,
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R

I B ER B

BERDETHETOER  TRZASEBAARMINER , BtZEAAEETEE. &8, &9
RREPHERNERIE , SIS THINMRFEEXBE, ELIRMEERSEHNBEREENIIEEA
EE,

TERRANIERAWS ZinikARE (AWS CAF) RATRME R MIhEE, HRBRHKEEKE
5, WENEEBRIFER , UBU A XNERAINEER KR AWS, SEBRREEE T A48 & £ 5
BROBENERBETHANEEN — 6.

Successful contact center migration

n
* t L) * * )

Migration strategy

BERE (BF. ERAEBNELRD) BEFTANIEERMEANIEE, EREHSRANRERER
EREPOCRTEEER  ERERERATFNERASESR A BEPLOEBHTELETEERE,

LUT&EHRE ., EEMTREBLZE Amazon Connect A EZMREER,
FEMES
BRI BE P OBRERERER , RAERETRAR. REMEN,

BhElE—ETXTEESER 6 REMKHRE Amazon Connect B, EEZERIBERTH BN —XE
Al, A% , TUEX—RENEERAABERRESEEZEEBNIEERA

B BEHER 3


https://aws.amazon.com/professional-services/CAF/
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Pl , BERNTEFRRAXTEEEE[E : "HYRMAEETF 2., WTHAR: "UEEIE
F:E8F, ERAR. RREET ) EBRRBERENREEHEDE. o

« BAOERETE - GBEPONFEREENRERENE , TREIEEBHBTEEEFH, B
BE-H YZEZBREEREEAFHNERTEREBMENEBMBE ML , FHNPE RS TR
2, ZEERIWTE, MARTHE , ETREREAMERINAIANERE , AKEHEXS. 5
W, SETTREIRTE A HT R A UL R4S (£ A & LAFENHT Y Amazon Connect R , MAREBR B
i, ERPREBREZNHBEUREEBUNBRAAEENTHEENER,

- REEMHFNERAERE -BEF, TERABNRRREEEEBBETEATEANELER. —K
mE  BEELERRBRUEFENTE , IEEEREHERASNRIERARESEXEINNT
B

- SR - EEBBBEPRESEBIEDOFE  EUBNERTEMIEERE. EHNEREARRE
EXMPREBAUEE. RAYER , ARAES , BEENEREEE K ARBRNEBBEX , flMEiE
RN TAELETEE, ERENRECHNEYE K BFERERY. HE-—ERENIGHE I
ERERE.

BREBUR
REBETOEBE , BREUTRERR |

- RERBHEN - S NRREARE AT EERED, HlW, 150 AKBIRF I EC &8
R TREY 7] 1 BY S W SR P EN B Y B FIB AR EE |, WA AR BN FIRBILENERMBRE, &
BIAEHEELINRE 2R , AT DevOps RAIKIRAIEL NG , ENHBREASNRES 2H
Byt | SEEERERREERERT (1aC) TR |, URGFERSREFER (CI/CD) EEREERZEL
BEMLAE, STRBRFBEELR , LBRARER  EVRSEEFBREPSIAER,

- WEREBEBAAE (TCO) , AHERERHBER - RISHERENGE N, BEEE-RKERMLERE
RER , BRABBHNRRNZGIRRIEZHNEE, XABERRBRAREFEMNHRANE , HUEHE
AEENNZEES, fl, SEBFHINMNZERRUEEEENNERR GBS , HILFERER
M ERERELRBREFEZIRENZEBR, TEABERE IR

- BENEFER - FABERZ , REAERHARFUERE, BERRETGHTE , BERE
NEAEREREZUNE  ALEFEERRERAELRRE  UIREEINSEEERERH , LUERIFT
FHAREE, BRI LIRR A Amazon Connect F#FIBARRTRERNEREE , MAFTEEMAE
XEFTHH. CHEEEXRRHEBNEAERE , MARREHERERVRTHRE. REH
REZATENZEEETNAFAERELWEZREE,

BEREBHR 4
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- B EREBNRBNE - EERBEITH A , BEERZRERAEEI, RERENRBAE2E,
MBS OLARBBNREEXR BAV) RFEZ  WRELRAH. NMRREEENRE &
REPGEEZRY |, BAU BBGEBEZEMRERTTE, BERESE BAU BED , FERA LR
HENER, ELRZH  AEFERAREREER, REXRAMBRBNMENELEXNRZABE
SEER | WEMMAEREBREPFRIFSHE,

s BIAFIHER/IIBELIREEEFMEE (CSAT) 78 - BB B2 Amazon Connect 28 A LAfG{L =R
WEFAEBR. TEKBCRAIEKENHUPLEEEBREIER L, £/ Amazon Connect I
HRERBEMEAE (BEENERAS) #5 , B EPENENEE, REEERIDHOIE , MALE
#T#9 Amazon Connect THEE BSR4 |, WEHEF| CSAT 2 HNWEERE.

BEREBHR 5
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P3ER 32 A F 2l B BUEE TS 0

BREHBIES LHE DevOps M CI/ICD BERES R , EAEHEE Amazon Connect WERE, EXE
BRAEBE UFEAEEFONERESHNESER T ENER,

MREBE—ESAGRNEEER , ETHIEHIENERLT , BRERSBEH OLERERZS
Amazon Connect , BFINAREZURREFABRMES ZRETER  THEEFENEBEEUESEFE
B

% Amazon WEXEBR 5E , RAEBERARER, MEEF. RETEAZE. B BEER
BEMERMEE  YHFEZFZEBEEETERER K UEENRAEAFTNREREKE, RE , EFH
BETHMEMEH  HAFEFE , ARNAXEMMOER. £HE , BUUERLHEBRRERNE
RIEF , MBI RDIUTBRER (MLP) , REXEEXRYERZVNBEFTRIELNREE, ERNER
HEARZ 3 Amazon Connect HiTEBMBERFEE , ATFHEE (CX) RmEEER , W TEMT.



https://aws.amazon.com/executive-insights/content/digital-transformation-lead-with-culture-enable-with-technology/
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CX flywheel
Lower cost and /_\ Lower
productivity price
More CX

options

Customer
Growth experience
B K
Adoption
loyalty

REBEFEREERBERNNELIET , WikHMIE, HUERENXEEMIMENBESETE
B. TERRTHENBEGRIEE, 8EEE CM) RREFRBENER  YRAEMEZMRM

REFRD .
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Connect agile delivery with organizational change management (CM)

Sprint
retrospective

BN
/

|

= AWS setup

= Telephony configuration
= Call flow redesign

= Connectchat

* Lex telephony bot

*AWS setup
+Telephony
configuration

- Lex chat bot - Call flow — a8
= Contact lens Sprint + Connect chat
- Customer profile prin *Reporting

+ Tasks planning +Monitoring

. ::pnai:irr:;g Sprint Sprint
Project backlog deliverable
backlog

+ Stakeholder * Peoplereadiness to

* Elevator speech and

management change

+  Communication for
sprint

* Training and
manager preparation

* Resistance
management

communication plan

+ Stakeholder plan

* Peopleimpact
analysis

* Define support
structure

* Sponsor assessment
* Levels of resistance
vs. commitment

EEEMFAZERERZRBEEENERGEER - (WUATEEHR) 2% , RYONWBEGERSHE
31 Amazon Connect Bif& RO ER | ©RMEATIEEE, EEAR RSN g S0 Ex
FESUERN S, LLEBRNEBERTRE

- ERE, BWEL. EMBESMEN AWS B E5E Amazon Connect.

- REERE RS RIELRE L — RN ERETEN,

- HBREAARMNESR , AIUEFARNNES.,

- RELHXEEIES

. %Aﬁﬁﬁﬁ’ﬂ%:ﬁ'%, T

- REEREENERNEE , flannatErHAmER 2+ FE Amazon Connect E#l,
« #37 DevOps E&Yﬁiﬂlﬁ?ﬁj&o

ELERRRHEAT —RUENEEERNER  URAFTFERIBRKLEERS, AREREMA
MSE—H#1RE , TAERELEER. RERERREATRNELCE  IRASGEERNIENHEEE,
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SXRMEBRMIER

EBEFOEBBERNERD , FR, TERURBEREEUTEE

- EREREAFRIERINHEBNEREBRGHNES, flH, SEFRTEFEEMBAIRE,

c ITERRE-ARMTHREERABRBEIDNZEEARFINES. ERISFETERED. S0,
AWS 'PEJE%[I%‘B*IEE‘ZE_L—IJ«X@,%E/&F&?H%EMHFaﬁ‘s‘ékﬁl%ﬁﬁﬂﬁﬁfﬁ%@lﬂfuﬁ BR 5 25
FREWICHFFURTEHRECAEREMEBNTRETHERERE , RABLEBEIREBRSHEEE
MR EE,

. B’é‘ﬁﬁmﬂ%lfﬁumﬂﬁﬁffﬁﬁr‘]}ﬁﬁﬁ . BREERERNEREE  IFSLEEMEKRZHEERIT
—FEER. BN, +B’é‘ﬁﬁlﬁ&i¥4ﬁA§ﬂI1’EumE’JKﬁ: , BlInERE xR, BERENSERKTX
o E‘MEE’\J*U%*EB%%?R/EL‘EK#H%, RX AT PR ERBITE Ao

REEENAEEINTERTRESERERREE. USEEBRNSCAERN THERTREBK ST
EERNFEERENERIEFSHAEIE. CESETHERZBEIM AR , SUEEE B R KK EE
%, AR AT,

TEHHNEERTERR TBEP OBBEREF T LT TERMEEEBNIEF

Time Activities shown are illustrative and should
Agile Sprint0 > sprmtMe 5 Sprint2 > Sprnt3 - -—-- be crstomized far o particular project
e ———————————

Operational

Tech Foundation

UserJourneys

BEBRLELYT=ELTITHER . BF  SRWERURERAERE. ERFHNVEENLG EZERTER
HMEEMEMTE. SETFEREETRNRMNGE , MU TEERR. MEFRR :
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- BEIERFHEBDBAEINBEER S,

- FR 0 RERME. RR. RENFEFHNRPEBES.

« BRI MLP RARBUK/PNAZEM (MLP) (EBERE , UERRNER AT LUSRUREHEKRER
RIhEE, Bl MLP I AR —MEHERASRKAHERZNFUERE, EFaRERNEBRERR
HPAH MLP FARMIRE 2R , RERGR (BPHER 2. 3F) aAPEERRHARIF L.

- BEERNREHTE , DEERTERHBENKRBR. ERALFTEFERENRERSR S ERER
AR E R AR, TEMLZE AN , AR ENAEEE  YRERAGFEKRE.

BETIER

BREIFERZERNERNEAERELER. SRBEEEBRNEFREENASBEERMMEEBHHR
e TERAY— &2 .

B TERSRANERINSIIFETETEERPENREK, ERAMNIFENZELSXNERRSE
ROUEF—RRERYN  FBERHAZASABENES, EFSRYCERZHBHFEEEE , QitH
RBETERRR , HENMARN T EZREREN, TURBRFEREREGEIENNEHERRSE , RRIHE
FHREMERUEEREER.,

BRETERBOERKRER  ERRE, HH. BEERER. REMEMNEI,

Tlme _— Activities shown are illustrative and should
. be customized for a particular project
Agf[e Sprint 0 > Sprint MLP Sprint 2 Sprint3 00— — = === Sprintn p proj
_ré I Program govemance H
K] ! | | | |
E Train thTtrainer >! End-urr‘tmining >i opet
3 | | | | | | | | | sign-off |
o Align ) ! ! i ! ! I Operating model definition bl Service introduction p) cuereort |
\ \ f T N h T T \
Eféi&bﬂ%
Al E=2/A

FIEAERDERREERERNBRARBRTHT. EREREMTERR , FDHEZEEHN
(BEENEHER). ZHN (EXERAHSERBRERRNEE), Y EEF2HENEGE (HEER
BHUFESMERRIAAE AR, ELEHRNDEBEARERENFREBEEBEE,

Alignment

ERERNF—EENEE , EEREEREBERRBARFE - HRBBRHE T RIREF 2868
ENFRARRENREEHFIENAGHRE,

IEB B REEFRE

BEIER 10
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- RERSBMREFEARS. BoNRMMERBR. ERs

« REMATRNEBRRER —BER , BEEAHE TR , Wi RIRE,

. Eﬁ?&%%ﬁ&ﬁ@iﬁﬂ?ﬁ&ﬁ ARERLPHERNEENRMEE. LEERRGTRET IR , HUE
£ & HPE ER DR R B B F TR B o

- BEEBRNEERSE,

BRIFEEXESR

LR AEBERHAEEABIEP OBRERURNAEERERFR, REEERRTEERFALXMH. 3
ITFMBERER, i, ©T RN IREN A 55304 EL 4 IJS'ZTE T, RRBLBENZFE
B, Mk, bEEﬁEEEE7}EHEH SHASR , AR e ErEEEBETF RKE,

BREFREEREEE

- —EEEE. EEE. XEE #BHE. §4%F (RASC)) £E , AitEEERESTHAAGNE
£, RS NmREEtBRER, TERHE RASCI BN,

aaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaa

- ERWRHREBURHEESREEFINRENKE. HlU , BZE-ESRIFTFERAIENRE
EFERHEREF, MRELIBIROMASRETE, HTEXERTRUARNMAHEHREER M, 5
BERFRRESTIIAL . BRREREREREZEMBE | UK Ab IR ML E R R BZOR

Eo

BEEERERN T ERRFERE  ARLYELTHBRARZRZTNEAERE , TeEERMEL
EHHETER, B2 6 ERCEXNENRHTHNEZHEE  YREMHASERNEZPBERTES
H?Fﬂo

W EAE B P T RFEE ARV B EES], ERXFBRASHEEEETEENEE , RAMMAREXH
faho

EHBEPOEALEERRCH , MENSHEEE LHBREEE  UEER/ERE LIRS ERK
fr. BEAERKENFE T HEHCHNABUREEEREFREBREPONRE,

BREEXESR 11
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BRIEEF N (SI)

SIFBYTREEETERNEE, BRFREEETEAATEENRANBRREER Mg SI RARE
BRE I F PR

S| EEEREBPHN —EEMIER , YEREERERB U T, ERLAER S| BERHRENR
EEE  ARTHREF/HELR, fi , REFEQSEAEEIERUH (VAT) BRAE#IEREH
(PINBERENEMEEN LREH) REERELRVE—XBE | ERHERELEEI , ARKE
KERCE T EEET.

A S EBHRINERER, EERNEHE S| BREE , THHISER NN BFTES, B
HISERER S| BRI LA B 2 LR | SINHENERRESEN AWS EHE | RHBEFER (CR) K
FEEBY  URXESEREZSE (CAB) Fti,

=l

BIYEIMBNETERNEIREERADEREBEE, RWAUTXENE , ERMREAESTA
ENMMEREFLHTEEES , IBBHEER/RA.

HICEB T RESEEEEREEI. BAEI, ETEZI. XBASBIRRKERESNERERE
FEdl. SEABSERE SN K RALFELEREHBEREMBRENSEFESHULREE.
BRERSRABATEIABNZIBAT E. ENET THREBH UL , URFEESERERE
A ENBKTT, EREKBETURTIEEESR (SME) A , RURMER (GINEREFM. EEE
FEaFMAEEER) , EEMBATREZIRENRREEN. NRENEBRIAZIERK, AIER
SME EZIEINETEMREXEAR , AR MM AT LUEIBEHONERE,

HRERAEEENESHEESNERNBMHILEEREIFR | BURA T B AWS B Amazon
Connect T84 , BALMIALH A E R ALL A ML TRE IR,

FiTER TER

WITHERSRWARERLEEFREEAERRT , Ak THEREBABSENRET. E2nNBHUARYE
DevOps FEEMAIFEN BT IR E,

RMERTHERES LEME  REMBKRE. [/ET. 2E. AR, BBNLELRXE.

BRFEEN (SI) 12
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Time — Activities shown are illustrative and should
. b tomized fi ticul ject
Agile Sprint0 > Sprint MLP Sprint2 Sprints - ———— Sprintn € customized for a particutar projec

| o | | | | | | | | |
c [ infra and platform definition workshops 1
o I T T |
£ o ines
2 | ] \ | |
g | | {  identityintegration (optional)
° | | | | | | I I | |
fry | | | i L . | I | | | | I | i
= | | | ] Network changes >l ! | | | | | | |
[v] | | | | ! | | | | | | |
o | | | | = = - | | | | | | | | |
- | | | | CRM integrations (optional) | | | | | | | |

| | | | | I I |

BRI BR AR E
ELERT  CERENTEALZHRHS :

- REME - mEREMIE , WEERIWE SME S , U7 #BHEH /O EBTARE,
« FRGTRMEEE - BEMABMEPOERAENEFNERER  UREERAE,
- ZERAETE - SIRELMEFBIE D ORFMRERERIRE

- EREE
« BB, BRAR, RINTNRZEREM
- BBV aHEE

En=
AaX A

HEUERTD  BEELERI NN, EUREECNENNEFREURFTHM. ERERINMERE
DB E=M@ED : Amazon Connect 858, MENZEM, SEHS TREETENEFIFEEEER
f, UERAMNEENEE  AUAS=ARIEVERNNHTREENER. MSHEERERE
RIEE, REMESAEBRUARTEEEE.

AHE

WS , TLUEIBMERA DevOps TEREZENMEERBERAE , #MERBERZXEEIENE (1aC)
FH, BREAFBHEERE 6 ECOUUHRBEERBER , HAETESENBEEMEREE
WER K HABESSEMEMESREAINENEERE, NREKREHECH DevOps TE | B
&6 AWS CodePipeline 1 &I E AWS CodeBuild , 8% AWS T EA[LAUBRIERIRR. MR EELT
ENTHEEMANEREE  EETEERMREEEE , LA HEERE DevOps RAl, BBEELE
M=EE AWS IREHEITER. REMLEE, DevOps TENBBL A HBEEELRETBHER
5.

WRRANEARE 13
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AlE

R R B = BB T PEERA X

1. Bl - AIEERERERE Y  URREERESRAFTRRE. $TE BEAS
2. BEAE - AR RESFRRMWIER |, 40 Microsoft Active Directory (AD) B 2 & B E B R#E. #
7% . HRAB
3. EMAE - HEEEREENINERELETHERIE ; fn , IXSETRASEHERKRE
ZeEBRTEdR FEFY  LUREFEIHMAIERL Amazon Simple Storage Service (Amazon
S3) RTFETRER., FITE : DEREERK

cik

EFERAEREE LIRS | ERRESAERTEENRRE, MEERNENZEER AWS RIEEHE

FERHNBFEE , AREITERAENHE, RIHEBENENEEFERTERY (TFNS) EFERER

B, MERBERENEFERESEENRABEMMZIER, ZeMNeREEREEREMNASE
T A CERFEHEERE.

LE#R&EE (PGLS)
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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/play.html
https://docs.aws.amazon.com/connect/latest/adminguide/text-to-speech.html
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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/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/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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