
Contact Lens
Amazon Connect 

Contact Flow

Sets custom 
contact attributes

Top Bar Instance
(CCP + UI)

Zendesk App

Zendesk API

User/ticket management

Amazon Connect 
Streams

Amazon
Connect

Customer

AWS Account

Agent

Amazon Connect for Zendesk with Contact Lens add-on

Amazon S3
(Call recording, 

Contact Lens data)

Lambda Function
(UpdateTicket)

Amazon Comprehend

Amazon Transcribe

S3 Trigger

Update ticket with transcription and analysis


