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Currently, Amazon Connect's built-in Courtesy Call Bacl
feature places the agent in a pending status before
contacting the customer. If the customer's voicemail
answers the agent will be placed in After Call Work
after the callis ended. Also when a customer calls
during after hours or during a holiday, the IVR presents
the option fo speak to a worker even though none are
available.

k [Now, a custom Courtesy Call Back feature is built to call the
customer back first before connecting them to an agent, and
an ‘after-hours' IVR flow to provide self-service only.

No County Action Needed




