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Background

The SSL recently transitioned to Amazon Connect (AmCon) for its multi-channel telephony system. AmCon is a VoIP softphone system that allows interviewers (“Agents” in AmCon terminology) to dial directly from their desktop. While AmCon is stored on the desktop, the system is completely separate from our sample management systems, meaning that all outbound contact attempts still need to be made manually, with the interviewer either using a keyboard or clicking a mouse on a dial pad.

In addition to serving as a softphone, AmCon provides a number of optional, integrated services. These include:

· Enhanced caller ID and routing
· Texting
· Call and screen recording
· Live listening and ‘whispering’
· Audio transcription and AI coding
· IVR – not yet active
· Chat – not yet active
· Email – not yet active

Records of calls, including inbound and outbound calls, are stored and retained within U-M’s SBC infrastructure for 12 months. In addition, recordings, chats, text messages, video and audio files, and transcriptions are stored according to a configurable retention policy. This has not been set yet, but our proposal is that there is an auto-deletion action that occurs 12 months after the event.

Below we describe each of the services and potential considerations that a project should keep in mind when using the service. Note that all of these services have been reviewed by CMT and approved for use in contacting and interacting with our respondents.

Routing
Routing is the core of what makes multi-channel service different from pure dialing. Each project is set up in such a way that we track effort and attempts through queues. A project needs to request having a specific number and queue assigned. In addition to tracking costs, this will serve as the outbound caller ID, and will route return calls to the appropriate interviewers and carrels. Assigned outbound phone numbers are likely to be a local Ann Arbor exchange (734 area code).

The project lead needs to provide SSLAmazonConnect@umich.edu with the following:

· Short code to be billed
· Project name as the respondent will understand it

If a respondent returns a call using the outbound caller ID, they will be routed directly to the appropriate person, usually a Team Leader. If they call in using a generic/toll-free or outdated number, they will be presented with a list of projects that they can connect to. It is therefore essential that the name we are given is the same as the name that the respondent knows the project by. Respondents also have the choice to be connected to the Respondent Connection Team (RCT).

Texting / SMS
Interviewers are able to send and receive text messages via AmCon if the project allows it. There is no special set up required to do so. Text messages are sent manually and one-by-one by the interviewer, making it TCPA compliant. Respondent replies to a text message will first be routed to the initial interviewer. If that interviewer is not available, it will be routed to the Team Leader assigned to the project for follow-up.

One of the advantages of using AmCon for texting is that responses are handled by a group. That is, it doesn’t require that the specific interviewer or cell phone be available, turned on, or active. However, there are a few more steps involved with sending a text via AmCon than sending it directly from a cell phone using a QR code generated in MSMS, for example. Interviewers may need additional training to be able to send and receive text messages.

There is only one outbound text number (256-530-7851). It does have caller identification of the University of Michigan. While there is only one assigned SSL text number, the system will link the response to any outbound text message to the appropriate agent and queue. When setting up any systems or documenting the SSL text number, please use 256-530-7851.

Text messages are stored on the Amazon Cloud Server, that has been approved by CMT as being secure for respondent contact purposes. Our expectation is to have them stored for 12 months, after which they are automatically deleted from the server. This is a potential improvement in security over using a cell phone (currently with Verizon), where we do not have any control over the retention policy.

· Prior to beginning a project, project leads should email SSLAmazonConnect@umich.edu if they wish to use the AmCon texting protocol.

Call and Screen Recording
We currently have two primary recording options in the SSL: Camtasia and AmCon. Your project can choose to use both, either or no recording options. We encourage using, at minimum, AmCon as there are additional features available, as mentioned below.

Camtasia is identical to the recording process we use in the field. A screen and audio recording is launched from the interview instrument and will only record interactions once a flag is tripped by Blaise (typically). Recordings are stored on SRO network servers for the SSL, rather than stored locally before being transmitted.

AmCon also provides a screen and audio recording service. This service is necessary for other actions, such as transcription and AI coding. Queues (projects) are set to either record or not record. If they are set to record, the recording will begin once the phone makes contact with the other line, including voicemail contact.

AmCon recordings are the Amazon S3 buckets (Simple Storage Service), where they can be accessed by Admins and people specifically given rights to the folder. At this time, we have not yet specified the deletion rule, but expect to set it at 12 months following the event.

As of the date of this writing, we have not yet parsed the file that would allow us to link AmCon recordings to keystroke files using timing data. We expect that to happen within the next year. Once that is completed, we will be able to upload AmCon recordings into OLIVE, replacing Camtasia files.

So a major difference between AmCon and Camtasia is that every call is recorded in AmCon, if you choose to use that. Legally, since we are a single party consent state, this is not a concern. We nevertheless recommend that all projects include a standard protocol where the interviewer announces that “this call may be recorded for quality assurance purposes” or “I am calling on a recorded line” should you choose to use the AmCon recording feature. AmCon and Camtasia can run simultaneously.

Before starting a project, the project lead should email SSLAmazonConnect@umich.edu to inform them:

· If the project will be using Camtasia for recording
· If so, please include a recording consent statement in Blaise
· If the project will be using AmCon for recording
· If so, please include a recorded call notice during the introduction

[bookmark: _GoBack]Live listening, whispering and barge options
The AmCon system allows for real time status monitoring. Shift Managers, Production Managers, Team Leaders, and Quality Control specialists have the ability to see the queue that the Survey Technician is actively working in as well as the coordinating call statistics (such as how much time connected to a caller, time in after call work, and time in not ready status). 

Along with real time status monitoring, Shift Managers, Production Managers, Team Leaders and Quality Control specialists have the ability to monitor call interactions in real time.

AmCon has three real time call monitoring options: live listening, whispering, and barge.

· Live Listening is when a third party (one of the people with system rights listed above) can access a call during the call and listen to the interaction between the Survey Technician and the caller.
· Whispering is an option that can be used during live listening. The third party can “whisper” in the headset of the Survey Technician to help guide the Survey Technician without the caller hearing what the third party is saying.
· Barge is an additional option that can be used during live listening. This allows the third party to actively engage in the call and as a third participant. The initial Survey Technician can be disconnected from the call or can remain on the call with the caller and the third party. Please note this is different from a standard live transfer option, which is available in AmCon on all queues.

Projects should determine if any of these three real time call monitoring options should be part of their standard protocol and should work with the SSL Production Managers to create the protocols and train the Survey Technicians to them. Please note that these three options are available whether or not the queue has AmCon turned on for recording.

Audio transcription and AI coding
A key benefit to having recording turned on for the project queue is the ability for immediate audio transcription. Audio transcription is done while the conversation is occurring and is available to Shift Managers, Production Managers, Team Leaders, and Quality Control specialists during the call. 

The recording is separated into the outbound (Survey Technician) and inbound (caller) audio lines along with a corresponding screen recording. The audio transcription is shown in the same location as accessing the recording and when a specific part of the transcription is selected, it will jump to that part of the audio recording. 

While recording and audio transcribing, the system is also assigning a consumer sentiment score based on tone, cadence, and key word recognition between the Survey Technician and the caller. Automatic flags can be set for a report of consumer sentiment ratings below a specified number. This would then flag a Shift Manager, Production Manager, Team Leader or Quality Control specialist to review the transcription and/or recording for additional feedback.

An even more advanced feature than a flagged report is setting an evaluation form that is AI driven to score each and every recorded transaction. The form can be formatted to search for specific phrases, score each call, and flag calls that are below a specified score for further review. This allows for quality review of each and every interaction from the point of contact with the caller to the end of contact. 

Projects should work with the SSL AmCon team to determine how to use these features for queues that are set to record. To begin this discussion, projects should email SSLAmazonConnect@umich.edu and request a meeting.

Future system enhancements
The transition to the AmCon system focused on using the main system features (addressed above) that are currently needed by projects while providing basic call center functionality to the SSL.

The AmCon system has built in functions that could enhance our operations more; such as:

· Chat
· Email
· Interactive Voice Response (IVR)

Projects should work with the SSL AmCon team if they would like to explore these enhanced features. To begin this discussion, projects should email SSLAmazonConnect@umich.edu and request a meeting.
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