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Overwhelming options, fear of disruption, and
Al anxiety don’t have to inhibit your contact
center plans.

The future of customer experience is being shaped by innovative contact center solutions
that empower both customers and agents. Nearly half of ClOs in arecent Gartner survey
identified application modernization as a critical priority—and with good reason. Modern
contact centers are transformative assets that strengthen customer relationships and begin
delivering ROl within months, not years.

For many organizations, however, contact center modernization presents too many
complicated options and potential disruptions to customer engagement, slowing innovation
and delaying significant cost savings. Before your business can embark on a CCaaS (contact
center as a service) journey, it's essential to understand that profound improvements can
come inincremental packages that preserve continuity in customer engagement while
improving agent efficiency and reducing your TCO.

Today’s cloud contact center platforms offer unprecedented opportunities to:
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Equip agents with Al-assisted tools that make their work more rewarding
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Create scalable, future-ready customer service operations

The good news is that a CCaaS journey alongside a top-tier partner can proceed at your
pace, eliminating many of the perceived risks of a CX (customer experience) overhaul.
SoftwareOne’s CX experts help remove barriers to innovation by understanding your
customer relationships and building a strategy for incremental change, focusing on efficiency,
secure Al, and agent experience.




Breaking Down Innovation Barriers

As a general manager of Customer Experience at SoftwareOne explains: “Your customers
are already telling you what you're doing well and where they need you to improve.” Their
experiences reveal the most valuable opportunities for contact center modernization, without
the need for disruptive changes to your entire operation.

SoftwareOne’s approach turns these insights into focused, achievable improvements that
deliver immediate value while building toward your longer-term vision. By starting with the
areas where customer and agent feedback align, we help you prioritize changes that:

¢ Address your most pressing operational challenges
¢ Deliver rapid, measurable improvements
¢ Build confidence in the modernization process

¢ Create momentum for continued innovation

“Your customers are
already telling you
what youre doing well
and where they need
you to iImprove.”

— SoftwareOne Customer Experience General Manager




Contact center modernization doesn’trequire a
complete system overhaul

Amazon Connect’s modular architecture lets you implement
improvements at your own pace, choosing the capabilities
that address your most pressing needs first. This measured
approach means you can:

¢ Begin with essential enhancements that minimize
disruption while delivering immediate value

¢ Add advanced features like Al-powered
analytics only when your organization
is ready

¢ Maintain business continuity while gradually
retiring legacy systems

¢ Scale capabilities in response to changing
business needs and growing team confidence

Each module integrates seamlessly with existing systems,
ensuring that new capabilities enhance rather than disrupt
operations. This approach transforms what might seem like
an overwhelming project into a series of manageable, value-
drivenimprovements.

Building a Secure Foundation for Modern Capabilities

Contact center modernization requires a methodical approach that balances innovation with
operational stability and security. SoftwareOne’s CX framework builds innovation around
your business goals so you can confidently adopt advanced capabilities while maintaining
enterprise-grade protection of your systems and data.

We begin by thoroughly assessing your existing environment, mapping out integration
points and dependencies to create a practical modernization roadmap. As your team builds
confidence, we help optimize processes and enhance agent productivity, developing clear
timelines for legacy system retirement. Throughout this journey, we maintain strict security
controls while ensuring each advancement comes with robust protection:

¢ Real-time monitoring and fine-grained access controls put you in complete
command of feature adoption

¢ Secure knowledge base integration and public-only data configurations protect
sensitive information

¢ Context-aware agent assistance maintains human oversight of
Al-enhanced interactions



Anxiety-Free Al Adoption

Amazon Connect’s modular architecture lets you implement improvements at your own
pace, choosing the capabilities that address your most pressing needs first. This measured
approach means you can:

¢ Begin with essential enhancements that minimize disruption while delivering
immediate value

¢ Addadvanced features like Al-powered analytics only when your organization
is ready

¢ Maintain business continuity while gradually retiring legacy systems

¢ Scale capabilities in response to changing business needs and growing
team confidence

Each module integrates seamlessly with existing systems, ensuring that new capabilities
enhance rather than disrupt operations. This approach transforms what might seem like an
overwhelming project into a series of manageable, value-driven improvements.

* Fine-grained access controls put you in charge of Al feature adoption

¢ Real-time monitoring provides complete visibility into Al operations

Secure knowledge base integration protects sensitive information

Public-only data Al configuration ensures responsible Al use

Context-aware agent assistance maintains human oversight

The SoftwareOne Advantage

As an AWS Premier Tier Partner, SoftwareOne brings unique advantages that make your
modernization journey smoother and more predictable:

¢ Exclusive AWS funding programs that reduce financial barriers

Priority access to technical resources and early features

Pre-built implementation accelerators that speed time-to-value

Specialized training programs that build team confidence

Seamless integration expertise across your technology ecosystem

Our partnership ensures that you can connect with your existing:

* CRM Systems (Salesforce, Microsoft e Communication Platforms

Dynamics, ServiceNow) e Custom Applications

* Enterprise Software * Legacy Systems



Take the First Step Forward

Your contact center modernization journey can be both transformative and manageable.
SoftwareOne guides you through the complexity of options, addressing security concerns
and implementing changes at a pace that works for your organization. The resultis a
modern contact center that delivers immediate value while building toward your long-term
vision for customer experience excellence.

When you're ready to explore how your contact center can evolve at your own pace, our
Customer Experience Advisory team will help you identify the quickest paths to value while
maintaining operational stability.

Let’s start with a conversation about your specific challenges and goals:
Schedule time with our CX experts to explore the right solution for your organization.
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