
Upstream Works for Amazon (UWA) provides a complete cloud contact center 
solution that is tailored for enterprises of any scale. Optimize performance and 
deliver personalized omnichannel engagements across the entire customer 
journey.

upstreamworks.com

UWA enhances Amazon Connect to empower agents and increase customer loyalty. 
The unified agent desktop seamlessly connects all channels, interactions, business 
applications and CRMs with simplified team management and reporting. Optimize 
the customer experience (CX) and improve operational efficiency while gaining the 
flexibility to innovate, scale and grow. Upstream Works for Amazon Connect offers:

Personalized and effortless engagements 

Omnichannel cloud contact center solutions

Tailored, end-to-end enterprise solutions

Growth platform to innovate, scale and grow

Long-term business value

Introducing Upstream Works  
for Amazon Connect



Omnichannel Flexibility and 
Effortless Engagements

UWA provides omnichannel flexibility with Amazon 
Connect voice and Upstream Works digital channels, 
including email, web chat, co-browse, social, bots, 
and messaging, including WhatsApp, WeChat, 
Facebook Messenger, and more. 

Improve engagements with full visibility and 
consistent handling of all interactions. Provide 
customers with intuitive self-service options by 
utilizing chat bots and Upstream Works Assist. 

Empower Agents and        
Increase Productivity 
 
UWA provides one easy-to-use desktop for agents and 
supervisors. The feature-rich, role-based desktop unifies 
Amazon Connect voice and Upstream Works digital channels, 
interactions and applications. Full visibility of the customer 
journey, interaction history and context-data empower agents 
to provide proactive and personalized engagements. 

With productivity and collaboration tools, and access to the 
Upstream Works Assist knowledge management system, 
agents can boost productivity, increase First Contact 
Resolution (FCR) and improve customer satisfaction (CSAT).

Deliver Exceptional 
Customer Experiences

✓ Personalized, predictive and                                    
proactive customer experiences 
on any channel

✓ Seamless escalations from self-
service to agent assistance

✓ Effortless interactions with 
increased FCR and reduced wait 
and handle times



Gain Operational Efficiency

✓ Simplify team 
communications with Marquee 
announcements and alerts

✓ Easily Collaborate with 
teams using Team Chat and 
Conference

✓ Seamless application 
integration for quick access to 
data and personalized CX

Team Management, 
Reports and Metrics 

The UWA Supervisor Desktop provides simplified management 
of users, teams and roles. Collaborate and guide remote or in-
office agents and teams with easy-to-use communication tools 
like Team Chat and Marquee announcements. 

Omnichannel reports and metrics of agents, teams and contact 
center performance help leaders gain deeper CX insights, make 
better data-driven decisions and increase agility.  

Fully Integrated Solutions Tailored 
for Enterprises
 
Accelerate digital transformation and extend UWA with seamless 
integrations to current and emerging applications and platforms. 
Bring all the resources and data used throughout the enterprise 
into a unified desktop to streamline workflows, including third-
party business applications and CRMs like Salesforce and 
Microsoft Dynamics.

With capabilities like click-to-dial, screen pop and data exchange, 
agents’ time is optimized, making them more efficient and 
productive. Our flexible approach provides the tailored solutions 
that businesses demand. 
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Innovate, Scale and Grow                  
in the Cloud 
 
UWA gives businesses the opportunity to accelerate innovation. 
Our fast deployment model means enterprises can leverage new 
and emerging technologies quickly while continuing to make use of 
existing technologies and systems.

UWA provides reliable, available and scalable solutions with the 
highest level of security in the industry. UWA is fast to deploy, easy to 
scale and offers the flexibility to evolve with your organization. Add 
seats, business units, channels and application integrations as your 
needs change and grow. 

Deliver Long-Term Business 
Value 

✓ End-to-end cloud solutions 
for contact centers at any scale

✓ Expand and grow your 
solution as business needs 
change and grow

✓ Cost-effective and scalable 
solutions

Seamless integration 
with Amazon Connect

Tailored enterprise 
solutions

Omnichannel CX            
flexibility 

One Complete Cloud                               
Contact Center Solution 
 
Upstream Works for Amazon Connect accelerates innovation, digital 
transformation and improves performance by seamlessly integrating 
Amazon Connect with a unified desktop, omnichannel flexibility, 
integrations to business applications, team management, reports 
and metrics. Leverage the agility of next-gen technology for greater 
productivity and personalized CX.



Let’s Get Started 
 
Upstream Works for Amazon is an omnichannel cloud contact center 
solution for enterprises at any scale. UWA integrates with Amazon 
Connect, an easy-to-use cloud-based contact center service. We offer 
tailored omnichannel solutions to meet your dynamic business needs.

UWA Standard Omnichannel Solutions
UWA Standard omnichannel solutions offer a fast 
deployment model with Amazon Connect voice and 
Upstream Works email and web chat channels. Easily 
scale and grow to meet the needs of your customers.

UWA Enterprise Omnichannel Solutions
UWA Enterprise omnichannel solutions seamlessly 
integrate with Amazon Connect voice and Upstream 
Works digital channels, and third-party applications and 
CRMs. Tailor UWA to meet your dynamic business needs.

Learn more: aws.amazon.com/marketplace Learn more: upstreamworks.com

See Upstream Works for Amazon 
in action and learn more.                                                          
www.upstreamworks.com

The Upstream Works Advantage
 
Upstream Works provides enterprise-class cloud contact center solutions to improve omnichannel engagements. We 
bring the customer journey together across all channels and applications with a unified desktop, seamless integrations, 
team management and reports. Organizations around the world and across industries have benefited from Upstream 
Works’ expertise, gaining operational efficiency and transforming the connected customer experience.

Years of Omnichannel 
Contact Center 
expertise 

Features developed 
based on customer 
needs

Global distribution 
and technology 
partnerships

Amazon Technology 
Partner

15+ 65%+


