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Our customers and our employees 



TED is a cornerstone of SSA’s tech 
transformation

Many SSA physical locations 
many views of the customer and workloads 

One view of the customer
workload flexibility to align with skills/capacity 



Where we 
started



Where we 
are



Where we’re headed 

Integrating legacy
workload action listings 

Leveraging AI 
for technician support 

Integrating AWS telephony 
platform and accelerating 
workflows 



Lessons learned and future opportunities

• Start with business process analysis and 

improvement

• Start with the end in mind (obvious!)

• How you organize teams matters 

• Understand design opportunities/constraints 

when building for multiple job families 

• Understand integration needs and solutions 

upfront 

• Ensure alignment of priorities 

• Improved customer service

• Improved employee engagement, retention, 

and satisfaction 

• Improved performance and productivity

• Greater standardization equals greater 

automation 

• One dimension of broader organizational 

transformation to meet our service challenges 

Future opportunities Lessons learned 
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