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

RITET BREDSE AL

ARk

FRARK R B EWERRIFHBINLEINF, ©EEIERZECET FR , Eib~& 8 LR 5 R ER M€
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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}
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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 , BTENREWEN AR EAREIOES) . Sl , MiZE— MBI TER R FRR
B, XERALEEAEESWRIFL  MRTERRIMNEREFL , #IEFRTXERIE , N
RufaHeml SEEM, 5—MIFRESFERVER. /)lLiFIr_E/T\tﬂlﬁ—.“*/{/kmﬁg)tzﬁumﬁ Y93
IS % 55 FF WA L5 40 4 SR i HH R TE o

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

yey
i
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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| HAGEBNEI#ITRB &S , fIMFEERKESEN AWS ZEITX , A EE
Fif (CR) RMUPIWFER  AXKFEEMREZRS (CAB) #HITIHIE,

alll

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
A, WIE SME MBI EEMIFAREE , RS0 A BREG /O A P TE

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

ZIERSENREFNRLREDTL , NEEHTAERT , AiZITERBRABOIRIT. 2B AR
Xf DevOps FREEFMN A B TRI R R

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 :
= | | I i | I | | | | |
c
- 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

- PURRSE — RERGMINEE , WEHIE , 5 SME QE L T BB S H/ O/ HBPIRE
- 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

FEUHME , B LAER DevOps TERIFACMEEIRERA , NMEREEMIZEENREE (1aC ) K
n, BEXAFHUERRE  METCAURBEEREA], RAEEHREEERBEZHALRE
MIRFNEFRE | AREEMREERRAEIRKE, WREBEEBCH DevOps TE |, HITEBINE
{8 F AT LABROE /S R AWS T B | il AWS CodePipeline 1 AWS CodeBuild, JHi&BXET B T4
TTATESEER ; NKIERE , SITER2E%M0 , 858 F5EE DevOps BN, RIMNBWEED B4
HE=/NAWS K , ATH K. MitME~, DevOps TEME L AT U B EEXLERIERBIHR
B,

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
E . FkRE

3. @R — NENEMIEHEN TR TIRIEIE ; o, NS/ NEEEHERICR
ER2UEBRTIES K FUREEEYT , FUiEREE 2 FEMEEEHA Amazon Simple Storage
Service ( Amazon S3 ) F#EEH . W1TE : TheeMiLHARA

cik

HAFARITRESR , EMRELIERFLEIRE, BEMRNERLRBR AWS RSRARF
EFAMNFUENHREFHRE  SHBERRRSERS (TENS ) EFERETR , UKHEE K
REBEM , WERRENSTHRRH#TER, Z2E5SNEEARERMNENNEERINZTE SRR
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

S

ELHER , BRBENANAFAERENRT , HREAEABRRARENEAN. NR EREGREF
i, RELBRTFNRALIE , BEKANZEXES TN S , HEATRCHERTEMET A,
IRERER , TR

. AIM{LE A I E — A Microsoft PowerPoint, Microsoft Visio = draw.io T &, Efit&HGE
TESREIPERRAFMENREXRE, FMRMREAUWEBRIENWEAFHE , HABEENEIA
MR EME (FlE0 , SEREE SN BIEESRS A ) . FINBEIASVANMEEN G
Bo
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