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Breakout Session 2

Rhythms of the Frontline: 
Contact Center Innovation



22026 CalSAWS Conference and JPA Member Representatives Meeting

Breakout Session 2: Presenter Ensemble

CC Groove Trio

Dawn Wilder
Gainwell Executive Director

Lead Singer/Violin

Danielle Benoit
CalSAWS IT Project Manager

Band Leader/Bass Guitar

Lynnel Silva
CalSAWS Contact Center Manager

Guitar
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Opening and Background 

High-Level Roadmap and Video

Reporting

Call Summarization

Call Recording and Workforce Management

Call Control Panel

Innovations Under Consideration
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High-Level Roadmap
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High Level roadmap
Initiative Timing

Reporting Replacement

(eGain Replacement 

with Amazon Quick)

Call Summarization

Calabrio: Non-WFM 

Replacement

(Call Recordings)

Calabrio: WFM 

Replacement

Today

Jun Oct Feb Jun Oct
6/25 - 7/25
Phase 1 SB 1289-

DataLake

9/25 - 1/26
Phase 2 SB 1289 - Quick 

Dashboard

9/25 - 12/25

Pilot Preparation

1/26 - 4/26

Pilot with Placer 

County

4/26 - 12/26

Pre-Roll-Out Activities and Implementation

1/26 - 6/26

Pilot 

Preparation

7/26 - 7/26

Pilot

8/26 - 12/26

Turn on Contact Lens with Call 

Summarization

Pilot

7/26 - 9/26 10/26 - 4/27

Pre-Roll-Out Activities and 

Implementation

Pilot 

Preparation

1/26 - 6/26

2025 2026

eGain Replacement with 

Amazon Quick Go Live
Post-Imp 

Support

Feb

2027

eCCP Replacement

(Call Control Panel)

11/25 - 3/26

Proof of Concept (POC) 

Planning POC Implementation dependent on POC Results

In Proof of Concept (POC)
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Video:

Contact Center Jam 
Session
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Reporting
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Contact Center Reporting
Composing

Reporting is external to the 

Contact Center resulting in 

delayed information update

Reporting flexibility is limited 

Data inconsistencies between 

Amazon Connect information and 

eGain reports

Dashboard displays are delayed 

due to additional integration

Resource-heavy and higher 

maintenance effort

AWS Datalake is internal to the 

Contact Center and provides 

more timely updates

AWS Quick reporting tool will be 

available to County staff to create 

reports

Reporting data source will be the 

AWS Datalake eliminating 

inconsistencies

Dashboards will refresh faster

Reduced complexity and ongoing 

maintenance effort

Why Change? Benefits

Noise Music
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Call Summarization



112026 CalSAWS Conference and JPA Member Representatives Meeting

Contact Center Call Summarization
Creating

Agents must remember the 

conversation or take notes 

throughout

Agents draft call summaries from 

scratch

Agents can focus on listening and 

assisting the caller rather than 

documentation

Time savings by presenting an 

initial draft of the call summary to 

the agent

Call summaries are more 

consistent in format and content

Why Change? Benefits

Noise Music
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Call Recording and Workforce 
Management
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Contact Center Call Recording and Workforce Mgmt
Conducting

Workforce management is 

changing in the current software

Additional licensing cost

Additional software integration 

required

Non-WFM Replacement uses 

Contact Lens which is turned on 

during the Call Summarization 

rollout

Reduction in licensing cost

Reduced operational 

maintenance

Why Change? Benefits

Noise Music
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Call Control Panel
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Contact Center Call Control Panel
Playing Tunes

Duplicative of native AWS 

functions

Less stable than native AWS 

control panel

Additional licensing and resources 

to maintain

Increased stability

Reduction in software sprawl

Easier to maintain and will benefit 

from AWS product updates

Why Change? Benefits

Noise Music
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Innovations Under Consideration
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Innovations under Consideration
Improvising

Disaster 

Recovery

BIC 

Replacement

Languages/ 

Translation

Customer 

First 

Callback

BIC replacement 

BOT for self-service 

through the IVR

Callback that 

connects the agent 

only when the 

customer answers

Disaster Recovery for 

the AWS Connect

Real-Time 

Translation and 

Additional 

Languages for 

Transcription 

and Call 

Summarization
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We’d love to Jam with You!
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Any Questions on the 
Contact Center Innovation?
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Thank 
You for 
Attending!
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Instrument and Performance Tuning

Menti

The Menti 

Survey 

Results 

Are In!

Which session 

are you 

most interested 

in attending?
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[Insert Menti Results on Day of Conference]
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Lunch Break!
We will return at 1:45 PM 

with Plenary Session 2
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