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26.07.22 7/22/2026 Defect CA-301428 Infra Contact 

Center
Metrics in eGain were inflated 
compared to AWS Connect 
because an eGain ETL process was 
incorrectly handling duplicate 
records sent from AWS. Examples 

The ETL process has been corrected by eGain, and 
the data now aligns with eGain’s metric definitions. 
This fix is for all data from Tuesday 7/21/26 onward 
and is not retroactive.
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