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Connector for

Amazon Connect

Empower your agents with
Salesforce - Amazon

Acqueon Connector

Details | Related Activity |

StartTime  31/08/2020 1526 @1 | | [vewros
& Talking | 00:32 he End Time 31/08/2020 1528 @
&2 John Walker ~ Call Type Outbound @ Add

Call Details  CRM Object ~ Outbound Interaction Type 3006 | 5001 | Supervisor @

Subject Outbound Call @z \ Upcoming & Overdue
CallInfo Call Variables Due Date 31/08/2020 @
No next steps. To get things moving, add

Call ID 16789306 Priority Normal @ a task o set up a meeting.
From 5001
To +1 632-764-8975 .
MediaType  Voice Business Outcome  August 2020

Parent Success @z

© 2hug | Emai | 0413
You logged a call

Child Amount Debited through EPS #
&% Queue ~ ]
. 15Aug | Call | 13:00
228 Team o Status Completed @ ||| @ easc
Wrap-up Paid fully @ I

Acqueon Salesforce Connector for Amazon
Connect helps service desks and customer
support organizations using Salesforce improve
the customer experience and increase agent
productivity.

Highlights

Amazon Connect - Salesforce CTI integration

Empower agents with easy access to telephony from their
Salesforce desktop including screen pop, click-to-dial, and
automated call logging

Instant access to customer profile and interactions
Accelerate case resolution and lead processing

Reduces average call handle times while improving call
resolution via simple, easy-to-use workflows

Improved customer engagement through Acqueon
Engagement integration

Features

Rich telephony capabilities

e (all and agent state control

e  Supervisor controls and views

Click-to-dial

Native outbound integration with Acqueon
Engagement

e  Single or multiple campaigns workflows

e  Multi-campaign dispositions and lead scoring
e  Customer history and journey visualization
L]

Widgets integration through Visualforce pages

Call guides

2-way CRM integration

Programmable screen-pop

Omni-channel state synchronization
Customizable widgets inside toolbar

Context retrieval from CRM

Detailed activity capture with object(s) creation
Synchronized wrap-ups and dispositions

Task actions

Server-based Publisher-Subscriber architecture

Supported Salesforce versions

Classic & Lightning

Supported contact center platforms

e  Amazon Connect
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